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ABSTRACT 
The two main objectives of this research are: first, to examine the direct effectS of HRM 
practices (selective hiring, orientation, job security, training, compensation, performance 
appraisals, and career advancement) on service-oriented organizational ~itizenship 
behaviors and; second, to examine the indirect effects ofHRM practices (select~ve hiring, 
orientation, job security, training, compensation, performance appraisals, a'nd career 
advancement) on service-oriented organizational citizenship behaviors tbtough the 
mediating effect of organizational commitment. Data was gathered from a sample of 580 
customer-contact employees from 29 hotels in Peninsular Malaysia. Results u~ing PLS 
technique revealed that selected HRM practices have direct as well as indirect effects on 
SO-OeBs via commitment. Findings, implications, limitations, and suggestions; for future 
research are discussed. 
1lI 
ABSTRAK 
Dua objektif utama penyelidikan ini ialah untuk: pertama, mengkaji kesan. langsung 
amalan pengurusan sumber manusia (pengambilan se1ektif, perlindungan kerja, latihan, 
pampasan, penilaian prestasi, dan kemajuan kerjaya) ke atas gelagat kewargaan 
organisasi berorientasikan servis dan; kedua, mengkaji kesan tidak langsu~g amalan 
pengurusan sumber manusia (pengambilan selektif, perlindungan kerja~ latihan, 
pampasan, penilaian prestasi, dan kemajuan kcrjaya) ke atas gelagat l¢ewargaan 
organisasi berorientasikan servis melalui peranan moderasi yang dimainkan oleh 
komitmen organisasi. Sampel data terdiri daripada 580 pekerja yang berhubung dengan 
pelanggan daripada 29 hotel yang terdapat di Semenanjung Malaysia. Keputusan 
menggunakan teknik PLS menunjukkan beberapa amalan sumber manusia rriempunyai 
kesan langsung dan tidak langsung keatas gelagat kewargaan organisasi beronientasikan 
servis melalui komitmen organisasi. Penemuan, implikasi, limitasi, dan cadangan untuk 
penyelidikan di masa hadapan dibincangkan. 
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CHAPTER 1: INTRODUCTION 
1.1 Background 
Tourism, which has a strong linkage with the hotel subsector, has been recognized by the Malaysian 
government as having a significant positive impact on the nation's economy. For instance, the Japan 
International Cooperation Agency (JICA) estimated that the employment multiplier effect of direct 
employment in tourism-related sectors such as hotels to be 1.2 times the number of h~el rooms, 
whereas the multiplier effect of indirect employment generated via hotels, such as in manufacturing 
to be 1.4 times that of direct employment (Ministry Finance of Malaysia, 1989). In a~ition, the 
multiplier effect of one ringgit expenditure on hotels is estimated to be 1.87 and foreign exchange 
retention of tourist spending is estimated to be 50 percent (Ministry Finance of MalaY$ia, 1989). 
Because of the fact that tourist expenditure generates foreign exchange surpluses that can Ihelp solve 
Malaysia'S economic problems relating to balance of payments, and given that the largest proportion 
of tourist spending is on accommodation, the hotel industry has been earmarked to play an important 
role in this matter. In fact, one of the strategic thrusts of the Third Industrial Master Plan aMP3) and 
the Ninth Malaysia Plan would be to enhance and promote the development of certa~n targeted 
service subsectors including tourism. To achieve this end, hotels need to offer high quality !services to 
their clients. Being labor-intensive, hotels will become more dependent on their ¢mployees, 
particularly those at the front-line, as a source of competitive advantage. This line of!thought is 
supported by Bowen and Schneider's (1985) argument that the behaviors of customer-contact 
employees would significantly affect customers' perceived service quality and their satisfaction level. 
Today, with rising competition from other lodging units including bed-and-breakfasts and hostels, 
.. traditional tourist hotels are no longer interested in the workforce who contributed marginally to 
maintain membership. Instead, hotels are forced to find ways to retain current clients and attract 
competitor's clients by seeking customer-contact employees who go the "extra mile". In this regard, 
hotels are dependent on customer-contact employees that engaged in behaviors that go b¢yond their 
"call of duty". Given the increasing trend in the number of tourist arrivals in Malaysia: from 10.2 
million in 2000 to 16.4 million in 2005 as reported in the Ninth Malaysia Plan (2006-2010), 
understanding the predictors of such behaviors would be necessary (The Economic Plarfing Unit, 
2006). ! 
According to Bienstock, DeMoranville, and Smith (2003), OCBs can increase service employees' 
performance and enhance perceptions of service quality. Since hotel employees, particularly those at 
the front-line, play a key role in the delivery of high quality services, the need for servicte-oriented 
OCBs among these employees becomes salient. These extra work-related behaviors, !which are 
beyond those specified by job descriptions and measured by formal appraisals, are termed as 
organizational citizenship behaviour (hereafter known as OCB). According to previous scholars 
(Bettencourt, Gwinner, & Meuter, 2001; Borman & Motowidlo, 1993), despite the proliferation of 
research on OCBs, the focus has generally been on OCBs that are widely applicable across different 
types of organizations and positions. The authors argued that more research needs to con(i;entrate on 
specific forms of OCBs to include service-oriented OCBs (hereafter labelled as SO .. OCBs) of 
customer-contact employees due to the specific requirements associated with service comlPanies and 
the fundamental "boundary-spanning" role played by these employees. 
1.2 Problem Statement 
Given the importance of OCBs to service firms, a great deal of studies have tried to inv¢stigate the 
relevant antecedents of OCBs, such as job satisfaction (Williams & Anderson, 1991; MacKenzie, 
Podsakoff, and Ahearne, 1998), organizational commitment (Williams & Anderson, 1991; O'Reilly 
& Chatman, 1986), fairness (Cohen-Charash & Spector, 2001; Erturk, 2007; Konovsk~ & Pugh, 
1994; Moorman, 1991), perceived organizational support (Armeli, Eisenberger, Fasolo! & Lynch, 
1998; Rhoades & Eisenberger, 2002), and transformational leadership (Podsakoff, Mackenzie, & 
Bommer, 1996; Piccolo & Colquitt, 2006). Nonetheless, still much remains unexplored about specific 
organizational practices that may elicit OeBs. According to Morrison (1996), an organization's 
approach to its human resource management (hereafter labeled as HRM) is instrumental in 
encouraging high levels of OCBs. Basically, how an organization manages its human re~ources sets 
the tone and conditions for the employee-employer relationship (Rousseau & Gre~ler, 1994). 
MacDuffie (1995) further supported the idea that HRM practices can influence the pSt/chological 
contract between employees and their employing organization. HRM practices that arei supportive 
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will be perceived as inducements provided by the employer. In social exchange (19(/)4), these 
practices will engender a sense of obligation on the part of the employee to reciprocate. Ore avenue 
for reciprocation is via the display of OeBs. Previous researchers (see Acquaach, 2004; S~ahnawaz 
& Juyal, 2006; Sun, Aryee, & Law, 2007; Tsaur & Lin, 2004; Tsui, Pearce, Porter, & Tripoli, 1997) 
have provided evidence on the effects of HRM practices on OeBs. Despite this i progress, 
opportunities still exist for further refinement of the HRM practices and the OeB construct 
particularly within the context of a developing country like Malaysia. To the researchers' kpowledge, 
research on OeBs using Malaysian subjects has been generally based on OrganPs (1988) 
conceptualization (Hemdi et ai., 2007; Ishak et ai., 2003; Nasurdin & Ramayah, 2003). A~ainst this 
backdrop, the goal of our study was to examine the effect of HRM practices (select~e hiring, 
orientation, training, job security, compensation systems, performance appraisals, and career 
development) on SO-OeBs of customer-contact employees in Malaysia. 
Research suggests that in social exchange relationships (Blau, 1964), employees interpret 
organizational actions such as HRpractices (Ogilvie, 1986; Settoon, Bennett, & Liden, 19%; Wayne, 
, 
Shore, & Liden, 1997) as indicative of the personified organization's commitment to them~ In return, 
employees will reciprocate this gesture by increasing their own commitment to the organization. 
More specifically, when HR practices are perceived as favorable, employees are likely to Qelieve that 
their employing organization are committed to them by their high level of caring and conc~rn, which 
in turn, is likely to stimulate them to reciprocate this kind deed by being highly involtved in the 
organization and showing their willingness to work hard to accomplish the organization's toals (high 
affective commitment). This line of thought is in tandem with that of other researchers (Agarwala, 
2003; Whitener, 2001) who argued that how employees interpret and make sense of their ¢mployer's 
IIR practices will affect their psychological contract with their employer and, ultimately their 
commitment to that employer. Thus, our second aim is to examine the effects of HRM practices on 
organizational commitment. Besides, the potential impact of HRM practices on employees' attitude 
particularly commitment has received far less attention than it deserves (Meyer & Smith, 2000). In 
addition, given that little work has explored the thought processes of the parties engag~d in social 
exchange relationships, our third aim is to examine the influence of organizational comm~tment as a 
mediator in the HRM practices-SO-OeBs relationship. 
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1.3 Research Objectives 
As the above discussion suggests, there is still much more that needs to be unravel about service-
oriented OeBs. Therefore, this study embarks on the following objectives: 
(1) To assess the level of SO-~eBs of customer-contact hotel employees in Malaysia; 
(2) To investigate the effects of HRM practices (selective hiring, orientation, jo~ security, 
training, compensation, performance appraisals, and career advancement) on org~izational 
commitment of customer-contact employees in Malaysia; 
(3) To examine the effects of HRM practices (selective hiring, orientation, job security, training, 
compensation, performance appraisals, and career advancement) on SO-OeBs of: customer-
contact employees in Malaysia; 
(4) To assess the influence of organizational commitment on SO-~eBs of custoIIl1er-contact 
employees in Malaysia and; 
(5) To assess the mediating role of organizational commitment in the relationship betWeen HRM 
practices (selective hiring, orientation, job security, training, compensation, p~rformance 
appraisals, and career advancement) on so-oeBs of customer-contact emJl>loyees in 
Malaysia; 
1.4 Significance of the Study 
This study contributes to the existing knowledge base in two ways. First, by drawing on a sample of 
Malaysian customer-contact employees, this study addresses the glaring underrepres¢ntation of 
samples from developing economies in the literature on so-oeBs. Second, this study is considered 
timely judging from the fact that the hotel sector is strongly linked to the tourism industr~, which is 
becoming a major economic contributor of the country. As previously mentioned, it has been 
estimated that the employment mUltiplier effect of direct employment in tourism-related sectors such 
as hotels to be 1.2 times the number of hotel rooms, whereas the multiplier effect ;of indirect 
employment generated via hotels, such as in manufacturing to be 1.4 times that of direct e/nployment 
(Ministry Finance of Malaysia, 1989). Since hotels are labor-intensive, employees play ~salient role 
4 
! 
in ensuring its success. Through the display of desirable behaviors that extends beyond ~e call of 
duty (such as SO-OCBs), hotels are able to enhance their service quality. Thus, an understanding of 
what affects employees' SO-OCBs would be helpful to hotel authorities in designing mor¢ effective 
HRM programs especially in light of increasing competition in the industry. 
5 
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CHAPTER 2: LITERATURE REVIEW AND HYPOTHESES DEVEWPMENf 
2.1 The OCB and SO-OCB constructs 
DeB is a type of discretionary individual behaviour that is beneficial for an organization I but falls 
outside of an employee's formal role requirements (Organ, 1988). Employees are usually not 
rewarded for engaging in organizational citizenship behaviour nor are they punished for a lack of 
such behaviour (Organ, 1988). According to Organ (1988), DeB comprise of five dimensions 
including altruism, conscientiousness, sportsmanship, courtesy, and civic virtue. Although several 
other taxonomies of DeB-like behaviours have been proposed and operationalized (see LeP~ne, Erez, 
& Johnson, 2002), most empirical research in a variety of settings has relied on Organ's (1988) five-
dimensional framework. 
SO-OCB, on the other hand, has been broadly defined as discretionary behaviour perfprmed by 
customer-contact employees in a service organization that surpass their formal role prescriptions 
(Bettencourt & Brown, 1997). This specific form of OCB is more appropriate given the sIl>ecial role 
played by service employees in dealing with customers and representing the organization to outsiders 
(Bettencourt et a!., 2001; Borman & Motowildo, 1993). Bettencourt et al. (2001) developed a 
typology of service-oriented DeBs. According to Bettencourt et at. (2001), SO-COBs cons~st of three 
dimensions: (1) loyalty; (2) service delivery; and (3) participation. Loyalty OCBs relate to l1>ehaviours 
involving acting as advocates to outsiders not only of the organization'S products and services, but 
also of its image. Participation OCBs relates to actions such as taking individual initiativei especially 
in communications, to improve their own service delivery and that of their organization land peers. 
Service delivery OCBs involves behaving in a conscientious manner in activities surrounding service 
delivery to customers. In the hotel environment, given the heterogeneous and fast-evolving customer 
preferences (Raub, 2008), SO-OCBs is deemed pivotal in enriching not only service qualilty but also 
customer satisfaction, which ultimately result in their retention. Specifically, SO-OCBs promotes a 
more effective service delivery procedure, provides improved service quality, establisltes a more 
pleasant customer interaction, and offers more innovative ideas for services improv~ments and 
gaining a higher customer satisfaction (Tang & Tang, 2012). 
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2.2 The Concept of Organizational Commitment 
Organizational commitment has been defined in many ways (Allen & Meyer, 1990; Mathieui& Zajac, 
1990; O'Reilly & Chatman, 1986; Reichers, 1985). Mowday et al. (1979) initiall)1 defined 
commitment as comprising at least three factors: (a) a strong belief in, and acceptan¢ of, the 
organization's goals and values, (b) a willingness to exert considerable effort on beh~lf of the 
organization; and (c) a strong desire to remain in the organization. This form of commitment is 
viewed as unidimensional and focuses on the affective attachment between the individu~l and the 
organization. Other scholars, however, have expanded the commitment conceptualization 10 include 
other forms of attachment. For instance, O'Reilly and Chatman (1986) suggested that the bond 
between an employee and the organization could take three forms: compliance, identification, and 
internalization. Allen and Meyer (1990), on the other hand, differentiated three forms of commitment: 
affective, continuance, and normative. These conceptualizations, however, have some! overlaps. 
Mowday (1998) in his review of organizational commitment remarked that his earlier approach to 
commitment as stated in Mowday et al. (1979) is similar to 0 'Reilly and Chatmart's (1986) 
internalization dimension and Allen and Meyer's (1990) affective commitment. Of the man~ forms of 
commitment, a review of the literature reveals that affective commitment is the most common type 
being investigated. 
2.3 Understanding HRM and HRM Practices 
HRM generally encompasses those activities and practices designed to provide for and coordinate the 
human resources of an organization (Byars & Rue, 2008). These activities include hum~n resource 
I 
planning, recruitment, selection, human resource development, compensation and benefits; safety and 
health, employee and labor relations, and others. Kusluvan, Kusluvan, Ilhan, and Buyrulc (2010) in 
their review of HRM issues in the tourism and hospitality industry identified two streams !of research 
on HRM. The first stream examined individual practices such as recruitment and selection (Garavan, 
1997; Lockyer & Scholarios, 2004), performance appraisal (Davies, 2001; Woods, Sciarini, & 
Breitner, 1998), empowerment and involvement (Dewald & Sutton, 2000; Sparrowe, 1 ~94), career 
development (Nebel, Lee, & Vidacovic, 1995; Ng & Pine, 2003), and compensation including wages 
and benefits (Davies, 2001; Lee & Kang, 1998).The second stream comprises a few studies 
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analyzing the impact of various sets of HRM practices. These studies applied the systems rpproach 
by linking HRM practices to employee, customer, and organizational outcomes. However, 4ccording 
to Kusluvan et al. (2010), both streams of research have concluded that individual or bundle~ of HRM 
practices in the tourism and hospitality industry are considered underdeveloped an~ inferior 
compared to other industries. In a similar vein, despite these constraints, there has been ipcreasing 
level of interest on higher usage ofHRM practices in the hotel industry (Hoque, 1999). As previously 
mentioned, HRM practices have functional behavioural outcomes. This relationship is b~d on the 
premise of social exchange (Blau, 1964) and the norm of reciprocity (Gouldner, 1960). iMorrison 
(1996) argued that an organization's approach to HRM is fundamental in establishing an employee-
employer relationship based on social exchange. Under such condition, employees are mor~ likely to 
display SO-OCBs, which in tum, lead to better service performance. 
Despite the importance of HRM, Zacharatos, Hershcovis, Nick, and Julian (2007) assertedi that there 
is still a lack of consensus of what constitutes appropriate HRM practices. This line of thought is 
consistent with Boselie, Dietz, and Boon (2005) who reiterated that HRM can consists of whatever 
practices that researchers wish to investigate or what their samples and data sets dictate. To resolve 
the issue of HRM conceptualization, we opted to follow the approach taken by previous I1esearchers 
by identifying common HRM practices that have been found to affect service employees' attitudes 
and behaviors. A review of the literature in hotel settings (Davies, 2001; Gonzales & Grutazo, 2006; 
Sun, et aI., 2007; Tang & Tang, 2012; Tsaur & Lin, 2004) indicate that the HRM practifes studied 
include selective hiring, orientation, training, job security, compensation systems, performance 
appraisals, and career development. These practices are believed to be fundamental in inflliIencing the 
attitudes and behaviors of customer-contact employees. Hence, the following section will focus on 
these HRM practices and their potential influence on commitment as well as SO-OCBs of customer-
contact hotel employees. 
2.3.1 Selective Hiring, Organizational Commitment, and SO-OCBs 
Selective hiring refers to the practice of ensuring the right people, with desirable traits and 
knowledge, are in the right place (Fiorito, Bozeman, Young & Meurs, 2007). Selective h~ring entails 
a number of activities, which include careful matching between job applicant and job reqpirements, a 
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conscious effort to attract the best talent from the job market, as well as offering higher comfensation 
to retain the talent in the organization (Fiorito et al., 2007). Selective hiring may have ~ positive 
effect on organizational commitment of employees based on two major reasons. FirSt, when 
employees realized that the organization have invested substantial effort and costs in selecting them, 
they may experience a sense of being valued by the organization and is committed to them ~iorito et 
al., 2007). As a result, employees may experience a felt obligation to repay the organizatio~ through 
increased commitment (Aryee, Budhwar, and Chen, 2002; Eisenberger, Armeli, Rexwink~l, Lynch, 
and Rhoades, 2001). Second, the careful match between job applicant and organization's values 
would result in a person-organization fit, which may help new employees to accept and believe in 
organizational goals and values, which in turns lead to greater commitment (Caldwell, Chatman, and 
O'Reilly, 1990; Dessler, 1999; Kazlauskaite, Buciuniene, & Turauskas, 2006; O'Reillyand!Chatman, 
1986). This line of argument is evidenced in the study by Iplik, Jilic, and Yalcin (2011), who found 
that managers in Turkish five star hotels who reported to have higher person-organizational fit 
showed higher organizational commitment and lower stress level. A meta-analysis by Verquer, 
Beehr, and Wagner (2003) demonstrated that employees are more committed to the organization 
when their values are in congruence with that of their organization. In a study using a sarrwle of 291 
respondents from 45 firms, Caldwell et al. (1990) demonstrated that rigorous recruitment and 
selection procedures were associated with higher levels of employee commitment. LiJ<ewise, as 
argued by Morrison (1996), the implementation of selective hiring would result in! a person-
organization fit, which may help new employees to accept and believe in organizational rvalues and 
goals, which in tum, lead to enhanced voluntary behaviors such as SO-OCBs. Similarly, b~sed on the 
attraction-selection-attrition theory (Schneider, Goldstein, & Smith, 1995), Fiorito et, al. (2007) 
claimed that rigorous selection system should produce high person-organization fit. This slflggests that 
employees' will strongly identify themselves with the organization's values and objectives, which 
ultimately stimulates them to be committed and to engage in extra-role voluntary behavior such SO-
OCBs. Hence, selective hiring is expected to increase employees' commitment, as well as ~mployees' 
display of SO-OCBs. 
HI a: Selective hiring will be positively related to organizational commitment. 
HI b: Selective hiring will be positively related to SO-GCBs. 
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2.3.2 Orientation, Organizational Commitment, and SO-OCBs 
Organizational entry represents a transition process that if filled with ambiguity and uncertainty 
(Miller & Jablin, 1991). Therefore, a newcomer has to adapt to the new environment tlhrough a 
process of adaptation or organizational socialization (Louis, 1980). Generally, dtJring the 
socialization process, new employees become familiarize with the organization in terms of ~ts values, 
norms, and objectives (Van Maanen & Schein, 1979). According to Shore and Tetrick (1994), 
socialization conveys information to new recruits about the employee-employer relationship: and what 
employees can expect to contribute and receive within that relationship. Furthermore, through 
socialization, new recruits learn to identify themselves with the organization's goals alld values, 
! 
which in turn, create stronger feelings of attachment towards the organization. Most organizations use 
formal orientation programs as part of the socialization process (Saks & Ashforth, 1997; Klein & 
Weaver, 2000). Ashforth, Sluss, and Harrison (2007) asserted that successful org8lJlizationai 
socialization assists employees especially new ones define their work roles, and servesi as a key 
mechanism through which organizations mold employees to fit into the organization. Findings made 
by researchers (e.g. Caldwell et aI., 1990; Cohen & Vel ed-Hecht, 2010) provided support for a 
positive relationship between socialization activities (e.g. orientation practices) and ,employee 
commitment. Morrison (1996) asserted that orientation programs would result in a person-
organization fit, which may help new employees to accept and believe in organizational values and 
goals, which in tum, lead to enhanced voluntary behaviors such as SO-OCBs. Based on the afore-
mentioned discussion, a positive relationship between orientation and commitment can be expected. 
Thus, we posit that: 
H2a: Orientation will be positively related to organizational commitment. 
H2b: Orientation will be positively related to SO-DeBs. 
2.3.3 Job Security, Organizational Commitment, and SO-OCBs 
Job security refers to one's expectations about continuity in a job (Davy, Kinicki, & Sch~ck, 1997). 
According to Delery and Doty (1996), job security refers to the degree to which employee c~uld expect 
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to stay in the job over an extended period of time. Thus, employees would develop better percFptions of 
their job security when they can expect to stay in the organization for as long as t~ey wish. 
Employment security signals an organization's long-term commitment to its employees, \fhich will 
induce employees to reciprocate in the form of commitment to the organization consistent With social 
exchange relationships (Morrison, 1996). However, in a turbulent and competitive environment, most 
employers tend to resort to headcount management in order to remain competitive (Tsui & Wu, 2005). 
To employers, offering job security would incur higher costs and labor rigidity (Gong & Ch$g, 2008). 
A study by Hellgren, Sverke, and Isaksson (1999) on 786 retail employees in Sweden demonstrated 
t.1.at employees' perceptions of job insecurity lead to work stress, which in tum, reducel their job 
satisfaction. In an empirical study of 654 accounting professionals in Canada, Arnold and Feldman 
(1982) showed that job security fosters positive attitude such as organizational commitme~t. This is 
because when employees realized that the organization finds it difficult to dismiss them from their 
job, they may experience feelings of being valued and cared for by the organization (Deler}' & Doty, 
1996). In return, employees may feel obliged to repay the organization through I increased 
commitment (Eisenberger et aI., 2001). Another study among employees from 350 financial service 
companies using 97 panel interviews, Schneider, Wheeler, and Cox (1992) concluded that job security 
enhances employees' passion in serving their customers. Y ousef (1998) in his study on 44 7 ~mployees 
attached to various organizations in the United Arab Emirates (UAE) reported that employees' 
perceptions of job security predict their organizational commitment. On a similar note, asl stated by 
Morrison (1996), feelings of job security would foster social exchange, which may iqduce new 
employees to accept and believe in organizational values and goals, which in tum, lead tOi enhanced 
voluntary behaviors such as SO-OeBs. Therefore, it is proposed that: 
H3a: Job security will be positively related to organizational commitment. 
H3b: Job security will be positively related to SO-OCBs. 
2.3.4 Training, Organizational Commitment, and SO-OeBs 
Training refers to a planned effort by a firm to facilitate employees' learning of job-related 
competencies which include knowledge, skills, or behaviours that are critical for sucGessful job 
performance (Noe, Hollenback, Gerhart, & Wright, 2010). According to Harel and Tzatrir (1999), 
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training activities influence performance in two ways: (1) training improves the skills ancjl abilities 
relevant to employees' tasks and development, which in turn, lead to greater job performan<;e, and (2) 
training increases employees' satisfaction and other positive attitudes related to their jobs and 
workplace, which eventually lead to greater display of positive behaviours. Training of elmployees 
can be regarded as a worthwhile investment due to its benefits on employees in terms ofiimproved 
productivity, increased retention, higher satisfaction, and greater commitment (Lashley, 20~2). In the 
hotel business, Karatepe, Yavas, and Babakus (2007) insisted that training of frontline employees is 
necessary as they can make or break any business. Through training, employees can better l.lnderstand 
customer needs and can align their delivery of service with customer expectations. In addition, 
Babakus, Yavas, and Karatepe (2008) argued that training of task-related skills and behavioural skills 
are invaluable since it helps alleviate frontline employees' emotional exhaustion. Ac¢ording to 
Babakus et al. (2008), frontline service jobs require frequent interactions between custl»mers and 
employees and failure to deliver effectively during service encounters will result in employees' 
emotional exhaustion. Through training, employees will acquire the task-related skills and 
behavioural skills necessary in dealing with customer's needs and requests successfully. In this 
manner, employees' feelings of frustration and exhaustion will be lessened leading to greater 
commitment. Several empirical studies which have been conducted in the hospitality. and other 
service industries offered some support for the positive effect of training on frontline employees 
attitudes and behaviours (Ashill, Carruthers, & Krisjanous, 2006; Babakus, Yavas, KarateRe, & A vci, 
2003; Tang & Tang, 2012; Tsaur & Lin, 2004). These findings lead to the following hypothesis: 
H4a: Training will be positively related to organizational commitment. 
H4b: Training will be positively related to SO-OCBs. 
2.3.5 Compensation, Organizational Commitment, and SO-OCBs 
Compensation refers to all the extrinsic rewards employees receive in exchange for their work (Byar 
& Rue, 2008). According to Byars and Rue (2008), compensation is usually composed of the base 
wage or salary, incentives or bonuses, and any benefits resulting from their employment alnd position 
with the organization. In a similar vein, Namasivayam, Miao, and Zhao (2007) in discus$ing hotels' 
compensation asserted that compensation can be divided into direct and indirect compens~tion. Direct 
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compensation reflects base compensation such as salary and pay incentives like bonuses ahd profit-
sharing. On the other hand, indirect compensation comprised benefits given to employel1S such as 
health insurance and unemployment insurance. Willis (2000) argued that compensation iSi the most 
critical issue when it comes to attracting and keeping talents. As a result, many leading-edge 
organizations have opted to offer attractive remuneration packages that are well above the market rate 
in order to attract, motivate, and retain critical talents. According to Babakus et ai. (2008),monetary 
rewards is highly relevant to frontline service employees working in hotels since they are associated 
with low-paying positions with minimal tangible rewards despite having to work long hours. 
Moreover, as noted by previous scholars (Babakus et aI., 2008; Simons & Enz, 1995), having 
appropriate levels of pay and other forms of rewards in place is crucial in motivating frontline 
employees to perform well in their service jobs in terms of delivering high quality service and dealing 
effectively with customers' needs, requests, and complaints. A central belief in tl1e use of 
compensation is that money has the potential to influence behaviour (parker & Wright, 2000). 
However, it is more appropriate for service organizations to reward their customer-contact ~mployees 
on the basis of their behaviours (Hartline & Ferrell, 1996; Schneider & Bowen, 1985). TyiQg rewards 
to organization-wide performance convey the message that employees are responsible for activities 
that will help the organization accomplish its goals (Morrison, 1996). Hence, employees are likely to 
adopt a broader view of their role requirements, which lays the foundation for social exchange 
relationships, which in turn, will motivate employees to become more committed and engage in 
service-oriented behaviours such as OCBs (Morrison, 1996). A review of the literature indicates that 
there exist some empirical evidence linking compensation to employees' attitudes (e.g. commitment 
and intention to stay) and positive behaviours within the context of the hotel industry (Tan~ & Tang, 
2012; Tsaur & Lin, 2004). In view of the aforementioned discussion, we posit the following 
hypothesis: 
H5a: Compensation will be positively related to organizational commitment. 
H5b: Compensation will be positively related to SO-OCBs. 
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2.3.6 Performance Appraisal, Organizational Commitment, and SO-OCBs 
Performance appraisal is the process of observation and assessment of employee performance against 
predetermined job-related standards, for the purposes outlined by the organization (Cheu11lg & Law, 
1998). Ahmed, Mohammad, and Islam (2013) stated that performance appraisal plays an : important 
role for continuous improvement. According to Tang and Tang (2012), the appraisal proce~s enables 
the organization to provide signals to employees concerning behaviors that are appreci~ted. In a 
similar vein, when employees perceived that their performance appraisals are based on acceptable 
organizational standards, they are more likely to experience greater organization-based s~lf-esteem 
and job confidence (Haynes & Fryer, 2000). The findings by Norris-Watts and Levy (2004) using a 
sample of 71 undergraduate students in the United States who also worked part-time inuicate that 
favorable performance feedback enhances employees' commitment, which in tum, leads! to greater 
OCBs. Norris-Watts and Levy (2004) explained that perceptions of a more favorable feedback from 
the organization may lead employees to believe that the organization values their contribution. As 
such, they are bound to feel proud of their achievements and become more confident in handling their 
job responsibilities. This, in tum, will lead employees to engage in more OCBs. Meanwhile, in the 
context of a developing country such as Pakistan, findings by Ahmed et a1. (2013) who conducted a 
study on 318 employees from the banking sector discovered that performance appraisal has a positive 
effect on their affective commitment, which in tum, enhances their OCBs. As such, it can be deduced 
that performance appraisal will have a positive influence on employees' sense of identifipation with 
organizational values and goals, which in tum, encourages employees' display of SO-OCBs. 
H6a: Performance appraisal will be positively related to organizational commitment. 
H6b: Performance appraisal will be positively related to SO-OeBs. 
2.3.7 Career Advancement, Organizational Commitment, and SO-OeBs 
Career advancement refers to the extent to which employees perceived that they have .clear career 
opportunities within the organization (Delery & Doty, 1996). According to Gong and Chang (2008), 
career advancement is associated with the opportunity to perform more significant tasks, shouldering 
greater responsibilities, and having more autonomy at work. Thus, career advancement signals to 
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employees that they are being appreciated and trusted by the organization since they are pro",ided with 
the opportunity to learn new skills and experiences associated with a new position. Accor~ing to the 
social exchange theory (Blau, 1964), when employees perceived that they are being appre¢iated and 
trusted, they are likely to reciprocate by exhibiting greater commitment to the organization (Eisenberger 
et aI., 2001). Furthermore, career advancement generates opportunities for employees to acquire new 
knowledge and skills. Perceptions of a bright career prospect will motivate employees to become more 
dedicated to the organization. The study by McElroy, Morrow, and Mullen (1996) among 1029 
permanent employees in United States' state agency provided evidence that employees become more 
committed to the organization when their career expectations are met. Similarly, the results of a 
longitudinal study conducted by Kondratuk, Hausdorf, Korabik, and Rosin (2004) on professional-level 
employees in Canada showed that career advancement triggers affective commitment. Another study 
by Gong and Chang (2008) among 478 senior executives working in state-owned and non-state-owned 
firms in China revealed that career advancement was positively linked to organizational co~mitment. 
Likewise, as stated by Morrison (1996), career advancement would promote greater person-
organization fit, which may help new employees to accept and believe in organizational values and 
goals, which in tum, lead to enhanced voluntary behaviors such as SO-OCBs. Thus, the following 
hypothesis is put forth. 
H7 a: Career advancement will be positively related to organizational commitment. 
117b: Career advancement will be positively related to SO-OCBs. 
2.4 Linking Organizational Commitment and SO-OCBs 
Organizational commitment has been noted as an important predictor of organizational citi~enship 
([or example, O'Reilly and Chatman, 1986; Bolon, 1997; MacKenzie et aI., 1998; Schappe~ 1998; 
Chen & Francesco, 2003). The findings gathered from these investigations demonstrated that 
commitment did have a positive and significant effect on extra-role citizenship behavior. 
Organizational commitment reflects an active employee-organization relationship such th* those 
employees whose identity have become increasingly linked with the organization are more 
willing to give something of themselves in order to contribute to the organization's welil-being 
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even if such effort is not directly rewarded such as engaging in extra-role citizenship behlaviors 
(Mowday, Porter & Steers, 1982). Two other conceptualizations of commitment pr~vided 
additional support for the organizational commitment-citizenship behavior relationship. 1hese 
conceptualizations relate to those made by Scholl (1981) and Weiner (1982). Scholl (1981) 
viewed commitment as a motivating force that serve to direct the behavior of the individual! in the 
organization even when expectancy or equity conditions are not met. According to Scholl (iI981), 
an individual can become committed to the organization as a result of hislher investments: to the 
organization, termed as "side-bets" by Becker (1960), the lack of alternative opportunities, the 
norm of reciprocity, and a sense of social identification with the organization. Scholl (1981) 
argued that if an employee were committed to the organization through one of these four 
processes, the employee may behave in a manner that would lead to hislher continued 
organizational membership by engaging in extra-role behaviors. Weiner (1982), on th¢ other 
hand, viewed organizational commitment as the totality of internalized normative pressures to act 
in a pattern that meets organizational goals and interests. The behavioral pattern resulting from 
Weiner's (1982) conceptualization of commitment would: (1) reflect a personal sacrifice made for 
the sake of the organization, (2) do not depend on rewards or punishments, and (3) indicate a 
personal preoccupation with the organization. The display of organizational citizenship b¢havior 
that is voluntary in nature and contributes to organizational functioning is consistent with 
Weiner's (1982) description of behavior that would result when a person becomes comm~tted to 
hislher employing organization. 
In general, findings with the above-mentioned studies showed that organizational commitment 
was positively and significantly related to organizational citizenship behavior. Although many of 
these studies utilized different conceptualizations and dimensions of commitment, the findings 
obtained provided support for the role of organizational commitment as a predictor of OCB. Since 
SO-OCB is a specific form of OCB, it stands to reason that organizational commitment wHI have 
a similar positive effect on this dependent variable. The following hypothesis is forwarded: 
lI8: Organizational commitment will be positively related to SO-OCBs. 
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2.5 OrgaDizatioDal Commitment as a Mediator in the Relationship Between HRM rractices 
and SO-OeBs I 
Based on the preceding discussion in earlier sections, it is possible to argue that commitmerJ.t serves to 
mediate the relationship between HRM practices and SO-OCBs. This is because when the HRM 
practices, which reflect voluntary treatment by the organization, are perceived as favotable, they 
would be taken as evidence that the organization cares about its employees' well-being anl:l could be 
counted on for subsequent rewards. According to Morrison (1996), HRM practices carried out by 
organizations can convey the message that they value their employees as long-term assets. Such 
positive valuation would strengthen employees' judgment about the level of commitment 'offered by 
the organization. Besides, based on the signaling theory suggested by Sheridan and colleagues (1990), 
human resource decisions that lead to positive organizational experiences serve to provide icues about 
an employee's potential and status. This line of argument is consistent with Shore and Shore's (1995) 
view that certain human resource practices (such as selective hiring, orientation, and training) would 
serve as a signal about an employee's potential and implies investment by the organizajtion in the 
employee. According to Rhoades and Eisenberger (2002), such developmental experiences received 
by employees would be viewed as an indicator of positive evaluations of their contributions by the 
organization, which in tum, increases employees' emotional bond (Le. commitment) to the 
organization. Similarly, employees are more likely to view the existence of fair and objective 
performance appraisals, compensation, job security, and career advancement opportunities as 
indicators of future organizational support. This view is consistent with the feedback the!ory, which 
suggests that individuals are likely to seek and attend to information that is relevant to tMir personal 
goals (Ashford & Cummings, 1983). Hence, the availability of performance feedback, job security, 
fair compensation, and opportunities for career advancement help to motivate employees !to improve 
their performance and fulfill their career aspirations in future. These activities are bound to enhance 
employees' perceptions of organizational support. In sum, when HR practices are perceived as 
f:tvorable, employees are likely to believe that their employing organization are committed I to them by 
Their high level of caring and concern, which in turn, is likely to stimulate them to reciprocate this kind 
deed by being highly involved in the organization and showing their willingness to work hard to 
accomplish the organization's goals (high affective commitment). Within the context of social 
exchange (Blau, 1964), and on the basis of the norm of reciprocity (Gouldner, 1960), such perceptions 
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would create an obligation for the recipient employee to "repay" their obligations to the olganization 
through greater affective commitment and increased efforts to aid the organization (Eisenb~rger et aI., 
1986; Mowday et aI., 1982). Prior studies provided empirical proof for the mediati~g role of 
commitment in the relationship between HRM practices and SO-aCBs (Agarwala, 2003;, Whitener, 
2001). Hence, the fourth hypothesis is: 
H9a: Organizational commitment mediates the relationship between selective hiring :and SO-
OCBs. 
H9b: Organizational commitment mediates the relationship between orientation and SO-OCBs. 
H9c: Organizational commitment mediates the relationship between job security and S@-OCBs. 
H9d: Organizational commitment mediates the relationship between training and SO-GCBs. 
Hge: Organizational commitment mediates the relationship between compensation and So-
OCBs. 
H91 Organizational commitment mediates the relationship between performance appraisals 
and SO-OCBs. 
H9g: Organizational commitment mediates the relationship between career advancement and 
SO-OCBs. 
2.6 Research Framework 
From the above-mentioned discussion, our research framework incorporating the main c~nstructs is 
shown in Figure 1. On the basis of the preceding discussion, HRM practices are assumeqi to have a 
direct effect on SO-OCBs (loyalty aCB, service delivery OCB, and participation aCB). In addition, 
since attitude precedes behavior, organizational commitment can serve as the mediator in the 
relationships between HRM practices (selective hiring, orientation, job security, training, co~pensation, 
performance appraisal, and career advancement) and SO-OCBs (loyalty OCB, service delivery OCB, 
and participation OCB). 
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IIRM Practices SO-Ot;Bs 
• Selective Hiring 
• Loyalty 
• Orientation Organizational 
• Setvice • Job Security Commitment 
--. ~ 
Delivery • Training 
• Compensation 
• Performance • Participation 
Appraisal 
• Career 
Advancement 
Figure 1: Research Framework 
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CHAPTER 3: METHODOLOGY 
3.1 Research Design 
This study is correlational in nature (Sekaran, 2003) which attempted to investigate ithe direct 
relationships between the HRM practices (selective hiring, orientation, job security; training, 
compensation, performance appraisals, and career advancement) and SO-OeBs as ~ll as the 
indirect relationships between these seven practices and SO-OeBs through the mediating role of 
organizational commitment. 
3.2 Sample and Data Collection 
The respondents of this study were customer-contact employees attached to the food an4 beverage 
(now on referred to as F & B) department and front office department of large hotels (labeled under 
four-star and five-star categorization) in Peninsular Malaysia. The authors initially contacted a total of 
128 hotels located in three regions of Malaysia: the northern region (Perlis/KedahlPenang), central 
region (Kuala LumpurISelangor), and Southern region (Melaka/Johor) based on the list of hotels in 
Malaysia published in 2010 by the Malaysian Association of Hotels (MAH). Of these, onl1 29 hotels 
agreed to participate in the study. Based on our pieliminary discussion, questionnaire pacRets would 
be personally delivered or mailed to the fIR managers. Each packet contained 20 questioJ!ll1aires, of 
which 10 questionnaires were to be distributed to customer-contact employees working in the F&B 
department, and another 10 questionnaires to those working in the front office department. Two 
weeks were given after which respondents have to return their completed questionnaires to either the 
F& B manager or the front office manager of the respective hotels in a sealed envelope. Opce all the 
assigned questionnaires have been collected, managers from the two departments will return them to 
the HR manager. Since our data gathering period coincide with the hotels' peak time due to festive 
celebrations and school holidays, we could not collect our surveys immediately after the, stipulated 
period. Nonetheless, after several follow-up calls, we managed to collect all the 580 questionnaires 
within a period of 3 months. All these completed surveys were found to be useable and su~sequently 
analyzed. 
20 
3.3 ~easures 
Our independent variables relating to seven HRM practices (selective hiring, orientation,job security, 
training, compensation, performance appraisals, and career advancement) comprising 34 items were 
adapted from various sources (Atteya, 2012; Chang & Chen, 2011; Chuang & Liao, 2010;: Delery & 
Doty, 1996; Lepak & Snell, 2002; Rogg, Schmidt, Shull,& Schmidt, 2001). Org~izational 
commitment was measured using 9 items derived from Mowday, Steers, and Port¢r (1979). 
Meanwhile, SO-OCBs were measured using 16 items procured from Bettencourt et at. (2001). 
Respondents responded to the items using a 5-point Likert-type scale with" 1" = "strongly! disagree" 
to "5" = "strongly agree". Since previous studies have shown that demographic variabl~s (such as 
age, gender, and organisation tenure) were correlated with SO-OCBs (Fiorito, Bozeman,Young, & 
Meurs, 2007; Moorman, 1991; Nasurdin, Tan, & Low, 2011) we treated them as controls. 
3.4 Data Analysis Techniques 
Our hypotheses were tested with Partial Least Squares (PLS) software developed by Ringle, Wende, 
and Will (2005). We employed PLS-SEM, a second generation technique, to overcome the 
limitations associated with first-generation techniques, such as regression. The PLS-SEM technique 
enables researchers to incorporate unobservable variables measured by indicators. Moreover, this 
approach facilitates accounting for measurement error for the observed variables (Chin, 1998), which 
cannot be performed using the first generation technique. The PLS-SEM technique involves separate 
assessment of: (1) the measurement model, and (2) the structural model (Henseler, ;Ringle, & 
Sinkovics, 2009). The measurement model examines the relations between the observed variables and 
latent variables. The measurement model is tested on its reliability (item reliability and internal 
consistency) and validity (convergent validity and discriminant validity). The structural model 
specifies the relationship between latent variables using the bootstrapping approach. Th~ structural 
model is assessed based on the significance ofthe path coefficients and R2 measures. 
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CHAPTER 4: RESULTS 
4.1 Demographic Profile of Sample 
Of those who completed the survey, 44.0% were males while 56.0% were females. Respondents age 
ranged from 17 to 66 years with an average of 26.9 years (SD = 6.7). A majority (6l.6%) of the 
respondents were Malays (68.4%) followed by Chinese (16.6%), Indians (1l.7%), an<ll "others" 
(3.3%) which include other ethnic minorities such as Iban, Kadazan, Sikh, and other nationalities 
such as those from Bangladesh, Philippines, and Pakistan. More than half of the sampled r~spondents 
were single (58.8%). Regarding education, about 73.9% were secondary school leavers (who hold 
either SPMlSPMV/STPM), followed by diploma/advance diploma level (17.8%), In terms of work 
department, 50.0% of the sample came from the Front Office and another 50.0% from the F & B 
Department. Besides, the average organizational tenure and job tenure for the sample is 4.2 years (SD 
= 4.6) and 4.1 years (SD = 4.9) respectively. 
4.2 Measurement Model Results 
We used the factor loadings, composite reliability (CR), and average variance extracted (A VB) to 
assess convergence validity. Convergent validity examines if a particular item measures a latent 
variable which it is supposed to measure (Urbach & Ahlemann, 2010). As shown in Table 2, all items 
loadings were above Chin's (1998) proposed minimum value of 0.70. According tp Barclay, 
Thompson, and Higgins (1995), the A VB measures the variance captured by the indicators relative to 
the measurement error, and it should be greater than 0.50 to justify using a construct.: The AVE 
ranged from 0.666 and 0.798. In term of CR, Fornell and Larcker (1981) specifies @.70 as the 
minimum value for internal consistency for the latent variables. The composite reliabilit~ values in 
this study ranged from 0.898 to 0.947. Thus, it can be concluded that the measuremeIilt model is 
reliable and demonstrate adequate convergent validity. 
Next, the measurement model is tested on its discriminant validity. The discriminant validity of the 
measures was assessed by examining the correlations between the measures of, potentially 
overlapping constructs, According to Compeau, Higgins, and Huff (1999), items should load more 
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strongly on their own constructs in the model. and the average variance shared betWeen each 
i 
construct and its measures should be greater than the variance shared between the construc~ and other 
constructs. As shown in Table 3. the square root of the A VE of the latent variable eXQeeded the 
correlations of other constructs. Table 4 presents the cross loading for each items. The re~ult shows 
that all items indicated sufficient convergent and discriminant validity as the loading of each indicator 
is greater than all of its cross-loadings (Chin. 1998). In sum. the measurement model demonstrated 
acceptable discriminant validity. 
Table 2 Items Loadings. Composite Reliability and the Average Variance Extracted for the 
Measurement Model 
Construct Items Loadings AVE CR 
Career Advancement Career Advancement! 0.858 0.737 0.918 
Career Advancement2 0.873 
Career Advancement3 0.875 
Career Advancement4 0.826 
Compensation Compensation 1 0.827 0.719 0.947 
Compensation2 0.829 
Compensation3 0.860 
Compensation4 0.845 
CompensationS 0.865 
Compensation6 0.864 
ComEensation7 0.846 
Job Security Job Securityl 0.823 0.689 0.898 
Job Security2 0.839 
Job Security3 0.861 
Job Security4 0.797 
Orientation Orientationl 0.790 0.666 0.909' 
Orientation2 0.809 
Orientation3 0.827 
Orientation4 0.841 
Ori entation5 0.812 
Performance Appraisal Performance Appraisall 0.807 0.702 0.934 
Performance Appraisal2 0.875 
Performance Appraisal3 0.868 
Performance Appraisal4 0.821 
Performance Appraisal5 0.823 
Performance Appraisal6 0.832 
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Selective Hiring Selective Hiringl 0.835 0.681 0.914 
Selective Hiring2 0.861 
Selective Hiring3 0.860 
Selective Hiring4 0.785 
Selective HiringS 0.780 
Training Trainingl 0.870 0.780 0.934 
Training2 0.892 
Training3 0.891 
Training4 0.879 
Organization OCI 0.806 0.717 0.9579· 
Commitment OC2 0.864 
OC3 0.792 
OC4 0.782 
OC5 0.886 
OC6 0.887 
OC7 0.868 
OC8 0.863 
OC9 0.864 
SO-OCBs Loyalty 0.869 0.798 0.922 
Participation 0.910 
Service Delivery 0.900 
Table 3 Discriminant Validity of Constructs 
Career Compensation Job Security Orientation Performance Selective Training OC SO-OCB 
Advancement Appraisal Hiring 
Career 0.858 Advancement 
Compensation 0.671 0.848 
Job Security 0.694 0.603 0.830 
Orientation 0.611 0.756 0.593 0.816 
Performance 0.650 0.791 0.545 0.741 0.838 Appraisal 
Selective Hiring 0.653 0.643 0.601 0.702 0.634 0.825 
Training 0.725 0.750 0.600 0.739 0.746 0.629 0.883 
OC 0.672 0.695 0.600 0.667 0.756 0.619 0.692 0.847 
SO-OCB 0.574 0.671 0.568 0.710 0.730 0.659 0.659 0.753 0.893 
Note: Diagonals represent the square root of the average variance extracted while the other entries 
represent the correlations 
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Table 4 Loadings and Cross Loadings for the Measurement Model 
Career Compen- Job Orient Perfor. Selective Training OC Loyal- Participa- Service Adv. sation Security Appraisal Hiring ty tion DeliveJL 
Career 0.858 0.601 0.623 0.578 0.583 0.603 0.679 0.582 0.503 0.459 0.392 Advl 
Career 0.873 0.610 0.634 0.538 0.560 0.566 0.631 0.601 0.484 0.451 0.406 Adv2 
Career 0.875 0.555 0.566 0.481 0.558 0.557 0.603 0.580 0.460 0.458 0.396 Adv3 
Career 0.826 0.536 0.556 0.500 0.530 0.513 0.574 0.543 0.409 0.461 0.389 Adv4 
Compenl 0.529 0.829 0.500 0.610 0.608 0.483 0.575 0.539 0.436 0.478 0.422 
Compen2 0.546 0.828 0.491 0.652 0.639 0.567 0.610 0.574 0.527 0.516 0.489 
Compen3 0.577 0.860 0.514 0.651 0.645 0.532 0.657 0.569 0.511 0.517 0.461 
Compen4 0.586 0.846 0.517 0.654 0.670 0.559 0.628 0.605 0.524 0.512 0.492 
Compen5 0.614 0.866 0.516 0.662 0.688 0.565 0.663 0.630 0.541 I 0.532 0.527 
Compen6 0.545 0.861 0.531 0.634 0.707 0.567 0.658 0.598 0.533 0.564 0.524 
Compen7 0.582 0.846 0.511 0.619 0.728 0.539 0.656 0.605 0.527 0.537 0.485 
Job Secl 0.562 0.469 0.823 0.524 0.475 0.534 0.493 0.496 0.492 Ii 0.438 0.375 
Job Sec2 0.553 0.473 0.839 0.462 0.421 0.468 0.466 0.471 0.451 II 0.435 0.343 
Job Sec3 0.597 0.567 0.861 0.543 0.487 0.521 0.539 0.510 0.490 ! 0.437 0.380 
Job Sec4 0.588 0.489 0.797 0.438 0.422 0.470 0.490 0.513 0.435 0.429 0.334 
Orientl 0.444 0.586 0.419 0.790 0.600 0.569 0.548 0.515 0.473 0.508 0.553 
Orlent2 0.507 0.645 0.445 0.809 0.559 0.584 0.595 0.533 0.470 0.495 0.516 
Orient3 0.562 0.594 0.500 0.827 0.570 0.558 0.564 0.528 0.452 0.470 0.512 
Orlent4 0.515 0.671 0.516 0.841 0.665 0.605 0.686 0.594 0.578 0.576 0.559 
OrientS 0.464 0.580 0.532 0.812 0.623 0.548 0.609 0.546 0.534 0.510 0.537 
PerfAppl 0.601 0.768 0.525 0.658 0.807 0.542 0.653 0.634 0.525 0.550 0.545 
PerfApp2 0.546 0.681 0.451 0.638 0.875 0.550 0.619 0.629 0.564 0.538 0.550 
PerfApp3 0.546 0.713 0.450 0.673 0.868 0.560 0.664 0.665 0.580 0.581 0.595 
PerfApp4 0.566 0.657 0.488 0.606 0.821 0.543 0.641 0.628 0.569 i 0.528 0.488 
PerfApp5 0.482 0.572 0.396 0.565 0.823 0.478 0.555 0.613 0.528 I 0.488 0.578 
PerfApp6 0.526 0.580 0.426 0.580 0.832 0.511 0.614 0.628 0.546 0.507 0.562 
SelecHirl 0.552 0.592 0.490 0.590 0.525 0.835 0.544 0.531 0.508 0.488 0.473 
SelecHir2 0.569 0.573 0.561 0.612 0.538 0.861 0.537 0.516 0.523 0.528 0.524 
SelecHir3 0.530 0.544 0.462 0.596 0.544 0.860 0.522 0.528 0.499 0.521 0.516 
SelecHir4 0.520 0.434 0.484 0.503 0.466 0.785 0.453 0.464 0.448 0.448 0.413 
SelecHir5 0.523 0.500 0.483 0.590 0.536 0.780 0.534 0.510 0.483 0.461 0.429 
Training 1 0.636 0.670 0.527 0.646 0.701 0.563 0.874 0.632 0.551 0.527 0.454 
Training2 0.616 0.657 0.545 0.634 0.631 0.521 0.889 0.610 0.523 0.587 0.500 
Training3 0.618 0.651 0.500 0.658 0.647 0.549 0.888 0.585 0.500 0.549 0.488 
Training4 0.690 0.071 0.545 0.670 0.654 0.588 0.880 0.615 0.536 , 0.531 0.481 
ocl 0.489 0.541 0.386 0.515 0.653 0.448 0.532 0.806 0.569· 0.584 0.592 
oc2 0.596 0.662 0.520 0.611 0.685 0.592 0.626 0.864 0.637 0.600 0.594 
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oc3 0.570 0.518 0.524 0.511 0.546 0.527 0.536 0.792 0.493 I 0.511 
oc4 0.616 0.520 0.550 0.510 0.508 0.540 0.552 0.782 0.529 0.519 
oc5 0.566 0.594 0.515 0.596 0.676 0.520 0.586 0.886 0.594 0.563 
oc6 0.576 0.597 0.516 0.576 0.687 0.536 0.618 0.887 0.608 • 0.625 
oc7 0.558 0.600 0.493 0.586 0.641 0.526 0.580 0.868 0.582 0.569 
oc8 0.557 0.600 0.523 0.590 0.673 0.500 0.616 0.863 0.606 0.579 
oc9 0.603 0.649 0.557 0.579 0.666 0.579 0.619 0.864 0.607 0.541 
socbl 0.470 0.576 0.462 0.578 0.617 0.535 0.550 0.634 0.892 0.609 
socb2 0.464 0.543 0.472 0.547 0.577 0.505 0.528 0.589 0.894 0.623 
socb3 0.436 0.476 0.485 0.512 0.555 0.492 0.473 0.588 0.860 0.592 
socb4 0.466 0.525 0.496 0.485 0.527 0.517 0.511 0.551 0.798 0.535 
socb5 0.475 0.468 0.489 0.502 0.528 0.499 0.485 0.564 0.809 0.613 
socb6 0.392 0.428 0.429 0.506 0.520 0.501 0.481 0.539 0.604 0.813 
socb7 0.464 0.522 0.443 0.530 0.530 0.499 0.533 0.562 0.582 0.873 
socb8 0.444 0.502 0.434 0.517 0.525 0.505 0.517 0.574 0.589 0.872 
socb9 0.398 0.493 0.392 0.497 0.474 0.434 0.487 0.523 0.525 0.826 
socbl0 0.488 0.588 0.451 0.529 0.559 0.493 0.529 0.543 0.564 0.701 
socbll 0.405 0.470 0.371 0.531 0.521 0.520 0.466 0.545 0.554 0.666 
socb12 0.473 0.518 0.435 0.549 0.575 0.532 0.534 0.588 0.599 0.701 
socb13 0.374 0.497 0.367 0.571 0.559 0.442 0.451 0.570 0.545 0.613 
socb14 0.332 0.436 0.307 0.486 0.479 0.366 0.420 0.495 0.425 0.563 
socb15 0.339 0.457 0.329 0.546 0.539 0.462 0.399 0.519 0.506 I 0.568 ! 
socb16 0.313 0.414 0.284 0.511 0.542 0.455 0.372 0.493 0.470 0.540 
4.3 Structural Model Results 
We conducted the path analysis to test our hypotheses. SO-OCB is conceptualized as a second-order 
construct which comprises three first-order constructs (loyalty, participation, and service delivery). 
Since SO-OCB is a second-order construct, items representing each SO-OCB construct w¢re totalled 
to provide a score of a composite variable. The R2 value for SO-OCBs was 0.679 suggesting that 
67.9% of the variance in SO-OCBs can be explained by career advancement, compensation, job 
security, orientation, performance appraisal, selective hiring, and training. Figure 2 illustrates our 
research model. 
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Figure 2: Research Model with SO-OCBs as Second Order Construct. 
4.3.1 Direct Effects 
We run the bootstrapping procedure with 1000 re-samples to test the significance of the i regression 
coefficients for the direct relationships. The results showed that three out of seven hypotheses 
between HRM practices and commitment were supported. Specifically, significant relationships were 
found between job security and commitment (~ = 0.118, p < 0.01), performance appraisal and 
commitment (~= 00401, p < 0.01), and career advancement and commitment W = 0.152, P < 0.01). 
On the other hand, selective hiring (~ = 0.065, P > 0.05), orientation (~ = 0.053, P > 0.05), training (~ 
= 0.091, P > 0.05), and compensation W = 0.055, p> 0.05) did not have any reiationships with OC. 
With regards to SO-OCBs, five out of seven relationships between HRM practices were found to be 
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significant, namely selective hiring (~ = 0.175, p < 0.01), orientation (~ = 0.180, p < p.Ol), job 
I 
security (~= 0.076, P < 0.05), and performance appraisal (~= 0.206, P < 0.01). Meanwhil~, training 
(~ = 0.045, P > 0.05) and compensation (~ = 0.005, P > 0.05) were found to be unrelated to SO-
OCBs. In addition, the path between OC and SO-OCB (~ = 0.372, P < 0.01) was found to be 
significant. In total, nine out of fifteen direct paths were found to be significant. Basically~ our Hlb, 
H2b, H3a, H3b, H6a, H7a, H7b, and H8 were supported. The results are presented in Table ~. 
Table 5 Hypotheses Testing for Direct Effect 
Hypotheses Relationship Beta Standard T-value Decision 
Error 
Hla Selective Hiring -> OC 0.065 0.051 1.276 Unsupported 
Hlb Selective Hiring -> SO-OCB 0.175 0.041 4.281 ** Supported 
H2a Orientation -> OC 0.053 0.049 1.083 Unsupported 
H2b Orientation -> SO-OCB 0.180 0.057 3.148** Supported 
H3a Job Security -> OC 0.118 0.041 2.861** Supported 
H3b Job Security -> SO-OCB 0.076 0.039 1.946* Supported 
~a Training -> OC 0.091 0.058 1.578 Unsupported 
~b Training -> SO-OCB 0.045 0.055 0.804 Unsu~ported 
Hsa Compensation -> OC 0.055 0.056 0.990 Unsupported 
HSb Compensation -> SO-OCB 0.005 0.053 0.092 Unsupported 
H6a Performance Appraisal -> OC 0.401 0.052 7.716** Supported 
H6b Performance Appraisal -> SO- 0.206 0.056 3.655** Supported OCB 
H7a Career Advancement -> OC 0.152 0.047 3.240** Supported 
H7b Career Advancement -> SO-
-0.123 0.041 2.961 ** Supported OCB 
Hs OC -> SO-OCB 0.372 0.051 7.320** Suppc)rted 
:Note: * p < 0.05; ** p < 0.01 
I 
4.3.2 Indirect Effects (Mediation Effects) 
Our tests for the mediating effect of organizational commitment in the relationships between HRM 
practices-SO-OeBs showed that three paths were significant. In other words, our results provided 
support for the mediating effect of OC on the relationships between three HRM practioes namely, 
career advancement (~ = 0.057, P < 0.01), job security (~ = 0.044, P < 0.01), and performance 
appraisal (~= 0.149, P < 0.01) and SO-OeBs. On the other hand, organizational commit11llent did not 
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mediate the relationship between the remaining four HRM practices, including compensation (~ = 
0.021, P > 0.05), orientation (~= 0.020, P > 0.05), selective hiring (~= 0.024, P > 0.05), and training 
(~ = 0.034, P > 0.05) and SO-OCBs. In sum, H9g, H9f, and H9c were supported. Our I1'esults are 
summarized in Table 6. 
Table 6 Hypotheses Testing for Indirect Effect 
Hypotheses Relationship Beta Standard t-value Decision 
Error 
H9g Career Advancement -> 0.057 0.020 2.882** Supported 
OC -> SO-OCB 
Hge Compensation -> OC -> 0.021 0.020 1.01 Unsupported 
SO-OCB 
H9c Job Security -> OC -> SO- 0.044 0.017 2.633** Supported 
OCB 
H9b Orientation -> OC -> SO- 0.020 0.019 1.061 Unsupported 
OCB 
H9f Performance Appraisal -> 0.149 0.028 5.368** SupportJed 
OC -> SO-OCB 
H9a Selective Hiring -> OC -> 0.024 0.020 1.228 Unsupported 
SO-OCB 
H9d Training -> OC -> SO- 0.034 0.023 1.489 Unsupported 
OCB 
--
Note: * p < 0.05; ** p < 0.01 
In addition to the path analysis, the predictive capability for the model was examined via the Q2 
statistic. According to Fornell and Cha (1994), Q2 value greater than zero means that the! model has 
predictive relevance whereas Q2 value less than zero means that the model lacks predictive relevance. 
There are two kinds of Q2 statistics estimates, which are cross-validated communality (H2j) and cross-
validated redundancy (Fj ). Both /lj and Fj values should be greater than zero (Fornell & Cha, 1994). 
By performing blindfolding, our results revealed that the following: H2j = 0.640 and Fj != 0.463 for 
~C, and H2j = 0.564 and Fj = 0.533 for SO-OCBs. Therefore, it can be concluded that both OC and 
SO-OCBs were well-explained by career advancement, compensation, job security, ;orientation, 
performance appraisal, selective hiring, and training. 
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CHAPTERS: DISCUSSION, IMPLICATIONS, LIMITATIONS, FUTURE RESE~CH 
SUGGESTIONS, AND CONCLUSION 
5.1 Discussion 
The aim of this study was to examine the direct influence of seven HRM practices (selective hiring, 
orientation, job security, training, compensation, performance appraisals, and career advancement) on 
SO-OCBs as well as indirect influence of these seven practices on SO-OCBs via orgaJllizational 
commitment. In general, the statistical results provided support for some of the hypotheses between 
HRM practices and commitment. Specifically, significant relationships were found between job 
security and commitment «(3 = 0.118, P < 0.01), performance appraisal and commitment «(3::;: 0.401, p 
< 0.01), and career advancement and commitment «(3 = 0.152, p < 0.01). Our results revealed that 
greater perceptions of job security, performance appraisal, and career advancement were significantly 
related to commitment. Job security induces feelings of being valued and cared far by the 
organization (Delery & Doty, 1996), which in tum, encourages employees to feel obliged to repay the 
organization through increased commitment (Eisenberger et aI., 2001). The performance appraisal 
process enables the organization to provide signals to employees concerning behavior$ that are 
appreciated. Through favorable performance feedback, employees are more likely to experience 
greater organization-based self-esteem and job confidence (Haynes & Fryer, 2000), which in tum, 
leads to greater commitment. Careet: advancement signals to employees that they are being appreciated 
and trusted by the organization since they are provided with the opportunity to learn new, skills and 
experiences associated with a new position (Gong & Chang, 2008). According to the social! exchange 
theory (Blau, 1964), when employees perceived that they are being appreciated and trusted, they are 
likely to reciprocate by exhibiting greater commitment to the organization (Eisenberger, Armeli, 
Rexwinkel, Lynch, & Rhoades, 2001). In addition, commitment was found to positively affect the 
display of SO-OCBs. According to Mowday et al. (1982), organizational commitment Iieflects an 
active employee-organization bonding such that those employees whose identity have become 
increasingly linked with the organization are more willing to give something of themselves ~n order to 
contribute to the organization's well-being even if such effort is not directly rewarded such as 
engaging in SO-OCBs. 
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Our finding concurs with previous researchers, such as Ahmed et aI. (2013); Gong and Charlg (2008); 
and Yousef (1998). On a similar note, customer-contact employees who judged themselves as 
recipients of favourable selective hiring, orientation, job security, performance appraisal, ~d career 
advancement are likely to reciprocate their employer's good treatment by delivering high quality 
services and dealing effectively with customers' requests and complaints (Le. reflecting SO-OCBs). 
Our findings are consistent with the findings of previous researchers (Caldwell et aI., 1990; Cohen & 
Veled-Hecht, 2010; Fiorito et aI., 2007; Gong and Chang, 2008). Furthermore, our results provided 
support for the validity of the social exchange (Blau, 1964) as the underlying theory Within the 
context of a non-Western sample. 
5.2 Implications 
The present study offers several practical implications for the hotel industry. In light of rising 
competition, the most appropriate marketing strategy would be for hotel operators to focus on 
ensuring their employees are able to provide high quaiity services to their customers. The present 
findings suggest that perceptions of customer-contact employees regarding their organizaticpn's HRM 
practices (selective hiring, orientation, job security, performance appraisal, and career advancement) 
positively and significantly affect their SO-OCBs. Hence, hotels may opt for select.ve hiring 
mechanisms, provide adequate orientation, ensure job security, conduct fair performance appraisal, 
and offer sufficient career advancement opportunities to their employees, they would be mcpre willing 
to assist customers by going above and beyond their call of duty. 
From the internal marketing perspective, in service settings such as hotels, taking gocpd care of 
employees (i.e. internal customers) would ultimately benefit the guests (Le. external qustomers). 
Joseph (1996) argued that no marketing plan can be considered complete for a service organization 
unless it includes strategies for winning over its internal customers. According to George (1990), the 
premise underlying the internal marketing philosophy is that if management wants to operate 
successfully with the external markets, it must first achieve effective internal exchanges with its 
employees. Effective HRM practices playa pivotal role in ensuring employees internalize the goals 
and philosophy of the organization, as well as understand their roles and responsibiHties in the 
context of a ser/ice-oriented environment. For th is reason, Zerbe et al. (1998) advocated tl1e need for 
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employers of service organizations to focus on employee-oriented HRM practices. As oJ findings 
demonstrate, perceptions of supportive HRM practices (in the form of selective hiring, orientation, 
job security, performance appraisal, and career advancement) by the hotels' customer-contact 
employees serve as an instrumental tool in eliciting their SO-OCBs, which in turn, lead to improved 
service quality. 
5.3 Limitations and Future Research Suggestions 
The present study has two main limitations. First, the utilization of self-report measures of SO-OCBs 
may contribute to common-method variance because the predictor measures were collected from the 
same source. Future researchers may consider collecting data from multiple sources (such as from the 
supervisors as well as peers) as a preventive step to address this problem. Second, this study was 
confined to customer-contact employees within the hotel industry. Future studies may be extended to 
managerial employees and other service sectors such as banking, insurance, health, and edl1cation, in 
order to generalize the results. 
5.4 Conclusion 
As competition deepens, and given the increasing recognition that people is the most important 
asset for an organization, firms particularly service ones have come to realize that it ' would be 
advantageous for them to leverage on their employees. As boundary-spanners, the behaviors ,performed 
by frontline employees will create an impression of the service organization to outsiders, whfch in tum, 
affects customers' evaluation of service quality. To a service provider, voluntary servi¢e-oriented 
behaviors that go "beyond the call of duty" performed by frontline employees is the key to the creation 
of satisfied customer. These behaviors are generally termed as OCBs. Over the past decade, bearing 
in mind the peculiar attributes associated with services in terms of its intangibility, and the 
unpredictable nature of customer demands during the service encounter, Bettencourt et. al. (2001) 
suggested the need for a more specific form of OCBs. This type of OCB is known as iSO-OCBs. 
Past scholars argued that HRM practices are central in the creation a pleasant work climate that 
promotes greater OCBs among employees. However, although individual HRM practices do matters, 
the system's view has emerged as the dominant trend in linking HRM practices to employees' and 
organizational outcomes. In short, high-performance HRM practices which encompass a bundle of 
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consistent practices are more likely to enhance employees' skills, and abilities, participation in 
decision-making, as well as their motivation to expend discretionary effort. This means tjhat high-
performance HRM practices focus on driving work performance by inspiring employees to adopt 
desirable attitudes and behaviors, which in combination, aids the organization in atujtining its 
objectives, resulting in improved organizational performance. 
The service sector is today the largest and fastest growing sector globally contributing more to the 
global output and employing more people than any other sector. This is also true for Malaysia. 
Significant expansion ill the tourism trade has resulted in the growth of the hotel industry. The reason 
for this development can be attributed to the influx of inbound tourists. Mushrooming of n~w hotels 
has intensified competition for market share. By implication, hotels need to find ways to r~tain their 
existing customers and at the same time gamer new ones. Given the labor-intensive nature of hotels, we 
believe that the act of engaging in SO-OCBs by a hotel's frontline employees is one of the most 
effective mechanisms to achieve this aim. Based on the review of the extant literature, we posit that 
high-performance HRM practices, consisting of seven specific practices (selective hiring, orientation, 
job security, training, compensation, performance appraisals, and career advancement) would play an 
important role in creating an environment that may heighten employees' commitment to their 
organization, and ultimately SO-OCBs. 
Acknowledgement The authors would like to extend their gratitude to Universiti Sains, Malaysia 
for providing the grant (lOOIIPMGT/816193) to fund this research. 
33 
REFERENCES 
Acquaach, M. (2004). Human factor theory, organizational citizenship behaviors and human 
resources management practices: An integration of theoretical constructs and suggestions for 
measuring the human factor. Review of Human Factor Studies, Vol. 10(1), pp. 118-1(51. 
Ahmed, I., Mohammad, S. K., & Islam, T. (2013). The relationship between perceived fairness in 
performance appraisal and organizational citizenship behavior in the banking sector of 
Pakistan: The mediating role of organizational commitment. International J<imrnal of 
Management & Innovation. Vol. 5(2), pp. 75-88. 
Allen, N. J. & Meyer, J. P. (1990). The measurement and antecedents of affective, continuance and 
normative commitment to the organization. Journal of Occupational Psychology, Viol. 63(1), 
pp.I-18. 
Agarwala, T. (2003). Innovative human resource practices and organizational commitment: an 
empirical investigation. International Journal of Human Resource Management, 
Vo1.l4(2), pp. 175-197. 
Armeli, S., Eisenberger, R., Fasolo, P., & Lynch, P. (1998). Perceived organizational support and 
police performance: the moderating influence of socioemotional needs. Journal of Applied 
Psychology, Vol. 83, pp. 288-297. 
Arnold, H. 1. & Feldman, D. C. (1982). A multivariate analysis of the determinants of job turnover. 
Journal of Applied Psychology, Vol. 67(3), pp. 350-360. 
Aryee, S., Budhwar, P. S. & Chen, Z. X. (2002). Trust as a mediator of the relationship between 
organizational justice and work outcomes: Test of a social exchange model. Iournal of 
Organizational Behavior, Vol. 23(3), pp. 267-285. 
Ashford, S. J., & Cummings, L. L. (1983). Feedback as an individual resource: Personal stll'ategies of 
creating information. Organizational Behavior and Human Performance, Vol. 32,. pp. 370-
398. 
Ashforth, B. E., & Mael, F. (1989). Social Identity Theory and the organization. Aqademy of 
Management Review. Vol. 14(1), pp. 20-39. 
Ashill N, Carruthers J, Krisjanous J. (2006). The effect of management commitment to service 
quality on frontline employees' affective and performance outcomes: an empirical 
investigation of the New Zealand public healthcare sector. International Journal of:Nonprofit 
and Voluntary Sector Marketing, Vol. II, pp. 271-287. 
Atteya, N. M. (2012). Testing the impact of the human resource management practioes on job 
performance: An empirical study in the Egyptian joint venture petroleum aompanies. 
International Journal of Business and Social Science, Vol. 3(9), pp. 105-119. 
Babakus, E., Yavas, U., & Karatepe, O. M. (2008). The effects of job demands, job res<imrces and 
intrinsic motivation on emotional exhaustion and turnover intentions: A study in the Turkish 
hotel industry. International Journal of Hospitality& Tourism Administration, Vol. 9(4), pp. 
384-404. 
Becker, H. S. (1960). Notes on the concept of commitment. American Joural of Sociology, Vol. 66, 
pp.32-40. 
Bettencourt, L.A., & Brown, S.W. (1997). Contact Employees: Relationships among workplace 
fairness, job satisfaction and prosocial service behaviors. Journal of Retailing, Vo1., 73(1), pp. 
39-6l. 
34 
Bettencourt, L. A., Gwinner, K. P., & Meuter, M. L. (2001). A comparison of attitude, personality, 
and knowledge predictors of service-oriented organizational citizenship behaviors. Jpurnal of 
Applied Psychology. Vol. 86(1), pp. 29-41. 
Bienstock, C. C., DeMoranville, C. W., & Smith, R. K. (2003). Organizational citizenship! behavior 
and service quality. The Journal of Services Marketing. Vol. 17(4/5), pp. 357-378. 
Blau, P. M. (1964). Exchange and Power in Social Life. New York: Wiley. 
Bolon, D. S. (1997). Organizational citizenship behavior among hospital employees: A 
multidimensional - analysis involving job satisfaction and organizational commitment. 
Hospital & Health Services Administration, Vol. 42, pp. 221-241. 
Borman, W. C., & Motowidlo, S. J. (1993). Expanding the criterion domain to include el¢ments of 
contextual performance. In N. Schmitt & W. C. Borman (Eds.), Personnel se~ection in 
organizations (pp. 71-98). San Francisco, CA: Jossey Bass. 
Boselie, P., Dietz, G., & Boon, C. (2005). Commonalities and contradictions in I-lRM and 
performance research. Human Resource Management Journal, Vol. 15(3), pp. 67-94. 
Bowen, D. E., & Schneider, B. (1985). Boundary spanning role employees and the service ~ncounter: 
Some guidelines for management and research. In J. A. Czepiel, M. R. Solomon, & C. 
Surprenant (Eds.), The service encounter (127-147). Lexington, MA: D. C. Heath. 
Byars, L.I & Rue, L.W. (2008). Human Resource Management: 9 th Edition. New York: Mc 
GrawHil1. 
Caldwell, D., Chatman, J., & O'Reilly, C. (1990). Building organizational commitment: A I1I1ultifirm 
study. Journal of Occupational Psychology, Vol. 63, pp. 245-261. 
Chang, P., & Chen, W. (2002). The effect of human resource management practices on firm 
performance: Empirical evidence from high-tech firms in Taiwan. Internationql Journal 
of Management Review, Vol. 19(4), pp. 622-632. 
Chen, Z. X. & Francesco, A. M. (2003). The relationship between the three components of 
commitment and employee performance in China. Journal of Vocational Behaviour, Vol. 62, 
490-510. 
Cheung, C., & Law, R. (1998). Hospitality service quality and the role of performance· appraisal. 
Managing Service Quality. Vol. 8(6), pp. 402-406. 
Chin, W. W. ( 1998) . The Partial Least Squares Approach for Structural Equation Modeling. United 
States: Lawrence Erlbaum. 
Cohen, A. & Veled-Hecht, A. (2010). The relationship between organizational socialization and 
commitment in the workplace among employees in long-term nursing care facilities. 
Personnel Review, Vol. 39(5), pp. 537-556. 
Cohen-Charash, Y., & Spector, P. E. (2001). The role of justice in organizations: A meta-analysis. 
Organizational Behavior and Human Decision Processes, Vol. 86, pp. 278-321. 
Compeau, D., Higgins, C. A., & Huff, S. (1999). Social cognitive theory and individual r¢actions to 
computing technology: A longitudinal study. MIS Quarterly, Vol. 23(2), pp 145-158. 
Davies, R. (2001). How to boost staff retention. People Management. Vol. 7, pp. 54-56. 
Davy,1. A., Kinicki, A. J. & Scheck, C. L. (1997). A test of job security's direct and mediated effects 
on withdrawal cognitions. Journal of Organizational Behavior, Vol. 18(4), pp. 323-349. 
Delery, J. E., & Doty, D. H. (1996). Modes of theorizing in strategic human resource management: 
Tests of universalistic, contingency, and configurational performance predictionsJ Academy 
of Management Journal, Vol. 39(4), pp. 802-835. 
35 
Dessler, G. (1999). How to earn your employees' commitment. Academy of Management EXfcutive, 
Vol. 13(2), pp. 58-67. 
Dewald, B.W. A. and Sutton J. (2000). Hospitality employee's empowerment in Hong Kong ~d the 
Chinese mainland. Journal of Quality Assurance in Tourism and Hospitality, Vol. 1 (1), 
pp.57-65 
Eisenberger, R., Armeli, S., Rexwinkel, B., Lynch, P. D., & Rhoades, L. (2001). Reciprocation of 
perceived organizational support. Journal of Applied Psychology, Vol. 86(1), pp. 42-51. 
Erturk, A. (2007). Increasing organisational citizenship behaviours of Turkish academicians 
Mediating role of trust in supervisor on the relationship between organisational jus~ice and 
citizenship behaviours. Journal of Managerial Psychology, Vol. 22(3), pp. 257-270. 
Fiorito, 1., Bozeman, D. P., Young, A., & Meurs, 1. A. (2007). Organizational commitment" human 
resource practices, and organizational characteristics. Journal of Managerial Issuqs. Vol. 
19(2), pp. 186-207. 
Fornell, C., & Cha, 1. (1994). Partial least squares. In R. P. Bagozzi (Ed.), Advanced methods of 
marketing research (pp. 52-78). Cambridge, England: Blackwell. 
Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with unobservable 
variables and measurement error. Journal of Marketing Research, Vol. 18(1), pp. 39-50. 
Garavan, T. N. (1997). Training, development, education and learning: different or the same?, iJournal 
of European Industrial Training, Vol. 21(2), pp.39-50. 
George, W. R. (1990). Internal marketing and organisational behaviour: A partnership in developing 
customer-conscious employees at every level. Journal of Business Research, Vol. 20(1), pp. 
63-70. 
Gong, Y., & Chang, S. (2008). Institutional antecedents and performance consequences of 
employment security and career advancement practices: Evidence from the people's republic 
of China. Human Resource Management, Vol. 47(1), pp. 33-48. 
Gonzales, J. V. & Garazo, T. G. (2006). Structural relationship between organizational service 
orientation, contact employee job satisfaction and citizenship behaviour. InternationaliJournal 
Of Service Industry Management, Vol. 17 (1), pp.23-50. 
Gouldner, A. W. (1960). The norm of reciprocity: A preliminary statement. American Sociplogical 
Review, Vol. 25(2), pp.161-178. . 
Harel, G. H., & Tzafrir, S. S. (1999), The effect of human resource management practices on the 
perception of organizational and market performance of the firm. Human &esource 
Management, Vol. 38, pp.185-200. 
Hartline, M. D. & Ferrell, O. C. (1996). The management of customer-contact service employees: An 
empirical investigation. Journal of Marketing, Vol. 60(4), pp. 52-70. 
Haynes, P., & Fryer, G. (2000). Human resources, service quality and performance: A case study. 
International Journal of Contemporary Hospitality Management. Vol. 12(4), pp. 240-248. 
Hellgren, J., Sverke, M. & Isaksson, K. (1999). A two-dimensional approach to job insecurity: 
Consequences for employee attitudes and well-being. European Journal of W<t>rk and 
Organizational Psychology, Vol. 8, pp. 179-195. 
Hemdi, M. A., Nasurdin, A. M., & Hamid, M. A. (2007). Human resource management practices and 
organizational citizenship behavior: The mediational role of job satisfaction. The Pro~eedings 
of the 7th Asian Academy of Management Conference. Penang, Malaysia. 
36 
Henseler, J., Ringle, C. M., & Sinkovics, R. R. (2009). The use of partial least squares path modeling 
in international marketing, in R R Sinkovics, & P. N. Ghauri (ed.) New Challenges to 
International Marketing (Advances in International Marketing, Volume 20) (l77-319), 
Emerald Group Publishing Limited. 
Hogue, K. (1999). Human resource management and performance in the UK hotel industry. British 
Journal of Industrial Relations. Vol. 37(3), pp. 419-443. 
Iplik, F. N., Kilic, K. C., & Yalcin, A. (2011). The simultaneous effects of person-organization and 
person-job fit on Turkish hotel managers. International Journal of Contemporary Hiospitality 
Management, Vol. 23(5), pp. 644-661. 
Ishak, N. A., Ansari, M., & Ahmad, Z. A. (2003). Leader member exchange and organizational 
citizenship behaviour: The mediating effect of self esteem. The Proceedings of the 2th Asian 
Academy of Management Conference. Kuantan, Pahang, Malaysia. 
Joseph, W. B. (1996). Internal marketing builds the service quality. Journal of Healthcare Marketing, 
Vol. 16(1), pp. 54-59. 
Karatepe, O. M., Yavas, U., & Babakus, E. (2005) Measuring service quality of banks: Scale 
development and validation. Journal of Retailing and Consumer Services, Vol. 12(5), pp. 373-
410. 
Kazlauskaite, R., Buciuniene, I., & Turauskas, L. (2006). Building Employee Commitm~nt in the 
Hospitality Industry, Baltic Journal of Management, Vol. 1(3), pp. 300-314. 
Klein, H. J., & Weaver, N. A. (2000). The eVectiveness of an organizational-level orientation 
training program in the socialization of new hires. Personnel Psychology, Vol. 53(1), pp. 47-
66. 
Kondratuk, T. B., Hausdorf, P. A., Korabik, K. & Rosin, H. M. (2004). Linking career mobility with 
corporate loyalty: how does job change relate to organizational commitment? Journal of 
Vocational Behavior, Vol. 65, pp. 332-380. 
Konovsky, M.A. & Pugh, S.D. (1994). Citizenship behaviour and social exchange. Aqademy of 
Management Journal, Vol. 37(3), pp. 656-669. 
Kusluvan, S., Kusluvan, Z., Ilhan, I., & Buyruk, L. (2010). The human dimension: A ,review of 
human resources management issues in the tourism and hospitality industry. Cornell 
Hospitality Quarterly. Vol. 51(2), pp. 171-214. 
Lashley, C. (2002). A feeling for empowerment. UK: Thomson Learning. 
Lee, C-K. & Kang, S. (1998). Measuring earnings inequality and median earnings in tlile tourism 
industry. Tourism Management Vol. 19(4), pp. 341-348. 
Lepak, D. P., & Snell, S. A. (2002). Examining the human resource architecture: The r¢lationship 
among human capital, employment, and human resource configurations. journal of 
Management, Vol. 28, pp. 517-543. 
LePine, 1. A., Erez, A., & Johnson, D. E. (2002). The nature and dimensionality of organizational 
citizenship behavior: A critical review and meta-analysis. Journal of Applied P~ychology. 
Vol. 87(1), pp. 52-65. 
Lockyer, L. & Scholarios, D. (2004). Selecting hotel staff: why best practice does not always work, 
International Journal of Contemporary Hospitality Management, Vol. 16 (2), pp.l2S-135. 
Louis, M.R. (1980). Surprise and sense making: what newcomers experience in entering ;unfamiliar 
organizational settings. Administrative Science Quarterly, Vol. 25(2), pp.226-51. 
MacKenzie, S. B., Podsakoff, P. M., Ahearne, M. (1998). Some possible anteceldents and 
consequences of in-roJe and extra-role salesperson performance. Journal of MarkFting. Vol. 
62(3), pp. 87-98. 
37 
i 
I 
Macduffie, J. P. (1995). Human resource bundles and manufacturing performance: Organizational 
logic and flexible production systems in the world auto industry. Industrial & Labor Relations 
Review. Vol. 48(2), pp. 197-22l. 
Mathieu, J. & Zajac, D. (1990). A review of meta-analysis of the antecedents, correlates and 
consequences of organizational commitment. Psychological Bulletin, Vol. 108(2), pp. 171-
264. 
McElroy, J. C., Morrow, P. C., & Mullen, E. J. (1996). Intraorganizational mobility and work related 
attitudes. Journal of Organizational Behavior, Vol. 17, pp. 363-374. 
Meyer, J.P., & Smith C.A. (2000). HRM practices and organizational commitment: Test of a 
mediation model. Canadian Journal of Administrative Sciences, Vol. 17(4), pp.319-j31. 
Miller, V. D. & F. M. Jablin (1991). Information seeking during organizational entry: Influences, 
tactics, and a model of the process. Academy of Management Review, Vol. 16(1), pp. 92-120. 
Ministry Finance of Malaysia (1989). Economic Report 1989/90. Kuala Lumpur, Malaysia: National 
Printing Department. 
Moorman, R. H. (1991). Relationship between organizational justice and organizational cjtizenship 
behaviors: Do fairness perceptions influence employee citizenship? Journal of Applied 
Psychology, Vol. 76, pp. 845-855. 
Morrison, E. W. (1996). Organizational citizenship behavior as a critical link between HRM practices 
and service quality. Human Resource Management. Vol. 35(4), pp. 493-512. 
Mowday, R T. (1998). Reflections on the study and relevance of organizational commitment. 
Human Resource Management Review, Vol. 8(4), pp. 387-40l. 
Mowday R, Porter L. & Steers R. (1982). Employee-organization Linkages: The Psychology of 
Commitment, Absenteeism, and Turnover, Academic Press, New York, NY 
Mowday, R, Steers, R. & Porter, L. (1979). The measurement of organizational commitment. 
Journal of Vocational Behavior, Vol. 14, pp. 224-247. 
Namasivayam, K., Miao, L., & Zhao, X. (2006). An investigation of the relationship between 
compensation practices and firm performance in the us hotel industry. International 
Journal of Hospitality Management, Vol. 26, pp. 574-587. 
Nasurdin, A. M., & Ramayah, T. (2003). The link between satisfaction and commitment: Is it 
different for old and young workers? Paper presented at the The Nation'll Human 
Resource Development Conference, Kuching, Sarawak. 
Nasurdin, A. M., Tan, C. L., & Low, S. F. (2011). Service-oriented organizational Gitizenship 
behavior: Assessing the predictive role of human resource management practices. 
International Journal of Arts & Sciences. Vol. 4(9), pp. 381-394. 
Nebel, E. C. III, Lee J-S., & Vidakovic, B. (1995).Hotel general manager career paths in the United 
States. International Journal of Hospitality Management, Vol. 14(3-4), pp. 245-260. 
Ng, C., & Pine, R. (2003). Women and men in Hong Kong: Perceptions of g¢nder and 
career development issues. International Journal of Hospitality Management, Vol. 22(1), pp. 
85-102. 
Noe, R., Hollenbeck, 1., Gerhart, B. & Wright, P. (2010). Human Resource Management: Gaining a 
Competitive Advantage. McGraw-Hill Companies. 
Norris-Watts, C., & Levy, P. E. (2004). The mediating role of affective commitment in the relation of 
the feedback environment to work outcomes. Journal of Vocational Behavior. Vol. 65(3), pp. 
351-365. 
Ogilvie, J. R. (1986). The role of human resource management practices in predicting orgCilnizational 
commitment. Group & Organization Studies, Vol. 11(4), pp. 335-359. 
38 
O'Reilly, C. A., & Chatman, J. (1986). Organizational commitment and psychological a chment: 
The effects of compliance, identification, and internalization on prosocial behavior. J urnalof 
Applied Psychology. Vol. 71(3), pp. 492-499. 
Organ, D. W. (1988). Organizational Citizenship Behavior: The Good Soldier Syndrome. L¢xington: 
MA: Lexington Books. 
Parker, O. & Wright, 1. (2000). Pay and employee commitment: The missing link. Ivey ~usiness 
Journal, Vol. 65, pp. 70-78. 
Piccolo, R. F., & Colquitt, J. A. (2006). Transformational leadership and job behaviors: The 
mediating role of job characteristics. Academy of Management Journal, Vol. 49, pp. 327-340. 
Podsakoff, P. M., MacKenzie, S. B., & Bommer, W. H. (1996). Transformational leader behaviors 
and substitutes for leadership as determinants of employee satisfaction, commitm¢nt, trust, 
and organizational citizenship behaviors. Journal of Management. Vol. 22(2), pp. 259-298. 
Raub, S. (2008). Does bureaucracy kill individual initiative? The impact of structure on 
organizational citizenship behavior in the hospitality industry. International Jgumal of 
Hospitality Management, Vol. 27(2), pp. 179-186. 
Reichers, A. E. (1985). A review and reconceptualization of organizational COI11lITlitment. 
Academy of Management Review, Vol. 10(3), pp. 465-476. 
Rhoades, 1., and Eisenberger, R. (2002). Perceived organizational support: A review of the literature. 
Journal of Applied Psychology, Vol. 87(4), pp. 698-714. 
Ringle, C. M., Wende, S., & Will, A. (2005). SmartPLS 2.0 eM3) beta, Hamburg: 
http://www.smartpls.de. 
Rogg, K. 1., Schmidt, D. B., Shull, C., & Schmitt, N. (2001). Human resource !practices, 
organizational climate, and customer satisfaction. Journal of Management, Vol. 27, pp. 431-
449. 
Rousseau, D. M., & Greller, M. M. (1994). Human resource practices: Administrative contract 
makers. Human Resource Management. Vol. 33(3), pp. 385-401. 
Saks, A. M., & Ashforth, B. E. (1997). Organizational socialization: Making sense of the past and 
present as a prologue for the future, Journal of Vocational Behavior, Vol. 51, pp 234~279. 
Schappe, S. P. (1998). The influence of job satisfactions, organizational commitment, and fairness 
perceptions on organizational citizenship behaviour. Journal of Psychology, VoL 132, pp. 
277-290. 
Schneider, B., & Bowen, D. E. (1993). The service organization: Human resources management is 
crucial. Organizational Dynamics. Vol. 21(4), pp. 39-52. 
Schneider, B., Goldstein, H. W., & Smith, D. B. (1995). The ASA framework. Personnel Ps[Ychology. 
Vol. 48, pp. 747-773. 
Schneider, B., Wheeler, 1. K., & Cox, J. F. (1992). A passion for service: Using content analysis to 
explicate service climate themes. Journal of Applied Psychology, Vol. 77, pp. 705-716. 
Scholl, R. W. (1981). Differentiating organizational commitment from expectancy as a motivating 
force. Academy of Management Review, Vol. 6, pp. 589-599. 
Sekaran, U. (2003). Research methods for business. (4th ed.). Hoboken, NJ: John Wiley & Sons. 
Settoon, R. P., Bennett, N. & Liden, R.C. (1996). Social exchange in organizations: The differential 
effects of perceived organizational support and leader member exchange. Journal </If Applied 
Psychology, Vol. 81, pp. 219-227. 
Shahnawaz, M.G., & Juyal, R.C. (2006). Human resource management practices and organizational 
commitment in different organizations, Journal of the Indian Academy of Applied 
Psychology, Vol. 32(3), pp.267-274. 
39 
Sheridan, J. E., Slocum, J. W., Buda, R, & Thompson, R C. (1990). Effects of corporate spqnsorship 
and departmental power on career tournaments. Academy of Management Journal,jVol. 33, 
pp. 578-602. i 
Shore, L. M. & Shore, T. M. (1995). Perceived organizational support and organizational justice. In 
Cropanzano, R S. and Kacmar, K. M. (Eds), Organizational Politics, Justice, and Support: 
Managing the Social Climate of the Workplace. Westport, CT: Quorum, pp. 149-64. 
Shore, L. M., & Tetrick, L. E. (1994). The psychological contract as an explanatory framew<\>rk in the 
employment relationship. In C. Cooper & D. Rousseau. (Eds.), Trends in Organizational 
Behavior, (Vol 1, pp. 91-109). Wiley: New York 
Simons, T. and Enz, C. (1995). Motivating hotel employees. Cornell Hotel and Rfestaurant 
Administration Quarterly, Vol. 36(1), pp. 20-27. 
Sparrowe, R T. (1994). Empowerment in the hospitality industry: An exploration of antecedents and 
outcomes. The Council on Hotel, Restaurant, and Institutional Education, Vo1.l7(3}, pp. 51-
73. 
Sun, L.-Y., Aryee, S., & Law, K. S. (2007). High-performance human resource practices, citizenship 
behavior, and organizational performance: A relational perspective. Academy of Management 
Journal. Vol. 50(3), pp. 558-577. 
Tang, T. W., & Tang, Y. Y. (2012). Promoting service-oriented organizational citizenship behaviors 
in hotels: The role of high-performance human resource practices and organizational social 
climates. International Journal of Hospitality Management. Vol. 31 (3), pp. 885-895. 
The Economic Planning Unit (2006). Ninth Malaysia Plan 2006-2010. The Economic Planning Unit 
Prime Minister's Department, Putrajaya, Maiaysia. 
Tsaur, S. H., & Lin, Y. C. (2004). Promoting service quality in tourist hotels: The role: of HRM 
practices and service behavior, Tourism Management, Vol. 25, pp.471-481. 
Tsui, A. S., Pearce, J. L., Porter, L. W., & Tripoli, A. M. (1997). Alternative approaches to the 
employee-organization relationship: Does investment in employees payoff? Academy of 
Management Journal. Vol. 40(5), pp. 1089-1997. 
Tsui, A. S., & Wu, l B. 2005. The new employment relationship versus the mutual investment 
approach: Implications for human resource management. In M. Losey, S. Meisinger, & D. 
Ulrich (Eds.), The future of human resource management: 64 thought leaders efplore the 
critical HR issues of today and tomorrow (44-54). New York: Wiley. 
Urbach, N. & Ahlemann, F. (2010). Structural Equation Modeling in Information Systems Research 
Using Partial Least Squares. Journal of Information Technology Theory and Applic~tion, Vol. 
11(2), pp. 5-40. 
V:m Maanen, 1. & Schein, E. H. (1979). Toward of Theory of Organizational Socia1ization~ Research 
.in Organizational Behavior, Vol. 1, pp. 209-264. 
Verquer, M. L., Beehr, T. A., & Wagner, S. H. (2003). A meta-analysis of relations between person-
organization fit and work attitudes. Journal of Vocational Behavior, Vol. 63(3), pp. 473-489. 
Wayne, S. l, Shore, L. M., & Liden, R. C. (1997). Perceived organizational support and leader-
member exchange: A social exchange perspective. Academy of Management Jogmal. Vol 
40(1), pp. 82-111. 
Whitener, E. M. (2001). Do "high commitment" human resource practices affect employee 
commitment? A cross-level analysis using hierarchical linear modeling. ~oumal of 
Management, Vol. 27, pp. 515-35. 
Wiener, Y (1982). Commitment in organizations: A normative review. A¢ademy of 
Management Review, Vol. 7, pp. 418-428. 
40 
Williams, L. J., & Anderson, S. E. (1991). Job satisfaction and organizational commitment as 
predictors of organizational citizenship and in-role behaviors. Journal of ManagemFnt. Vol. 
17(3), pp. 601-617. . 
Willis, C. (2000). Go for your goals. Working woman, pp. 6-7. 
Woods, R. H., Heck, W. & Sciarini, M. (1998). Turnover and diversity in the lodging industry. 
Washington, DC: American Hotel Foundation. 
Woods, R. H., Sciarini, M., & Breiter, D. (1998). Performance appraisals in hotels widespread and 
valuable. Cornell Hotel and Restaurant Administration Quarterly, Vol. 39(2), pp. 25-29. 
Yousef, D.A. (1998) .. Correlates of perceived leadership style in a culturally mixed environment. 
Leadership & Organization Development Journal, Vol. 19(5), pp. 275-284. 
Zacharatos, A., Hershcovis, M. S., Nick, T., & Julian, B. (2007). Human resource management in the 
North American automotive industry: A meta-analytic review. Personnel Review, V{i)l. 36 (2), 
pp.231-254. 
Zerbe, W. 1., Dobni, D. & Harel, G. H. (1998). Promoting employee service behaviour: The role of 
perceptions of human resource management. Canada Journal Administrative Science, Vol. 
15(2), pp. 165-243. 
41 
APPENDICES 
Promoting Employee Service-Oriented Organizational Citizenship Behavior Through Human Resource 
Management Practices: A Sugger,tion for Hotels in Malaysia 
Aizzat Mohd. Nasurdin 
School of Management 
Universiti Sains Malaysia 
11800 Penang 
Malaysia 
Tel: 04-6532548 
Fax:04-6577448 
E-mail: aizzat@Usm.my 
Noor Hazlina Alunad 
School of Management 
Universiti Sains Malaysia 
11800 Penang 
Malaysia 
Tel: 04-6533355 
Fax:04-6577448 
E-mail: hazlina@usm.my 
And 
Tan Cheng Ling 
Graduate School of Business 
Universiti Sains Malaysia 
I 1800 Penang 
Malaysia 
Tel: 04-6532896 
Fax:04-6532792 
E-mail: tanchengling@Usm.my 
Abstract 
The prominence of the services industry throughout the globe has been widely acknowledged. In view 
of the chal/enges faced by this sector and the fact that the effectiveness of service delivery is often 
linked with the individual qualities of customer-contact employees, service organizations par1icuiarly 
hotels, n.ed to mol/vat. these employees to .ngag. In b.havlors that go "beyond their cal/ of duty ". 
Such behaviors are general/y known as organizational citizenship behaviors (OCBs). In service 
sellings, specific fonns of OCBs par1icular/y servlce-orlent.d organizational cltiz.nshlp behavior. 
(hereaft.r lab Pied as SO-OCBs) are considered mar. appropriate. However, des pit. Its potential 
benefiCial outcomes, conceptual and .mpirical work on th. antecedents of SO-OCBs r.malns 
relatively limited. Therefore, the purpose of this paper is to develop a mode/linking human resource 
management practices (training. orientation. performance appraisal. compensation, and employment 
security) as predictors of SO-OCBs. A review of the literature to sUPPOr1 th. proposed framework 
among customer-contact employees within the Malaysian hotel industry is proVided. 
Keywords: SO-OCBs, HlUTIan Resource Management Practices, Customer-Contact Employees, Hotels, Malaysia 
INTRODUCTION 
Increasing competition, rising costs, diminishing resources, and discerning customers, have made service quality 
issues salient to service organizations. In fact, it has been acknowledged that the key to the survival and success of 
service firms would be to gamer customer satisfaction through the delivery of quality services. Superior service 
quality has been noted to provide positive consequences in the fonn of enhanced reputation, greater customer 
satisfaction and retention, and higher profitability (Wang, Lo, & Hui, 2003). In service fums, the actions and 
behaviors of frontline customer-contact employees would determine customers' pmleived service quality and 
satisfaction (Bowen & Schneider, 1985; Desatnick & Detzel, 1993; Yoon, Beatty, & Sub, 2001). Customer-contact 
employees who engage in activities such as assiating their col\eagues who are temporarily burdened with worl<:, 
offering informal mentoring to lesser skilled staff, providing voluntary suggestions for service improvoments, and 
displaying acts of courtesy and goodwill to customers, are bound to contribute to better service. These extra work-
related behaviours, which are beyond those specified by formal job prescriptions and measured by formal appraisals, 
are termed as organizational citizenship behaviour (hereafter labeled as OCB). Yoon and Sub (2003) asserted that 
customers are likely to observe OCBs of customer-contact employees during their physical and social interactions, 
which subsequently affect their evaluation of the service provided. Given the importance of OCBs to service firms, a 
great deal of studies have tried to investigate the relevant antecedents of OCBs, such as job satisfaction (Williams & 
Anderson, 1991; MacKenzie, Podsakoff, & Ahearne, 1998), organizational commitmant (Williams & Anderson, 
1991; O'Reilly & Chatman, 1986), fairness (Cohen-Charash & Spector, 2001; Erturk, 2007; Moorman, 1991), 
perceived organizational support (Armeli, Eisenberger, Fasclo & Lynch, 1998; Rhoades & Eisenberger, 2002), and 
transformational leadership (podsakoff, Mackenzie, & Bommer, 1996; Piccolo & Colquitt, 2006). 
Despite abundant investigations in this field, still much remains unexplored about specific organizational practices 
that may encourage OCBs. MoDison (1996) suggested that an organization's approach to its human resource 
management (hereafter labeled as HRM) is instrumental in eliciting high levels of OClls. In addition, how an 
organization manages its human resources sets the tone and conditions for the employee-employer relationship 
(Rousseau & Greller, 1994). MacDuffie (1995) further supported the idea that HRM practices can influence the 
psychological contract between employees and their employing organization. HRM practices that are deemed as 
favorable and supportive will be perceived as inducements provided by the employer, which in tum, estab1ishes a 
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high-quality employment environmen~ which Blau (1964) tenned as social exchange. Accordingly, in social 
exchange relationships (Blau, 1964), these HRM practices tend to create a sense of obligation on the part of the 
employee to reciprocate hislher employer. In this regard, employees are more likely to engage in discretionary but 
organizationally-beneficial behaviors in the fonn of OCBs. For service organizations, a constellation of OCBs 
exhibited by customer-contact employees during personal interactions with customers, which in some small or large 
ways, make customer ;eel important, are particularly critical in guaranteeing high service quality. Thus, it makes 
economic sense for service organizations to promote such behaviors. 
A review of literature on this subject demonstrates that one common limitation of prior studies on OCBs is their 
focus on general fonns of OCBs that are applicable across different types of organizations and positions 
(Bettencourt, Gwinner, & Meuter, 2001). To overcome this void, Bettencourt et al. (2001) urged for more research 
on specific forms of OCBs which include service-oriented OCBs (hereafter referred to as SO-OCBs) especially 
amongst customer-contact employees due to the specific requirements associated with seIVice organizations and the 
pivotal role they play in service creation and delivery. For Malaysia, knowledge explorations on the importance of 
SO-OCBs and its possible predictors is considered approp"ate given the leading role played by the services sector 
as the nation's key driver of economic growth over the past decade. For instance, the sector's contribution to 
Malaysia's Gross Domestic Product (hereafter labeled as GOP) in 2010 was 57.7 percent (Ministry of Finance, 
2011) compared to 53.4 percent in 2000 (Ministry of Finance, 2001). The salient role played by the services sector 
is expected to continue where it has been envisaged that the said sector would contribute as much as 70 percent to 
the country's GOP by 2020 (Ministry of Infonnation, Communications, and Culture, 2011). Within the services 
sector, tourism plays a key role as the country's income generator. For instance, the tourism industry has generated 
RM36.9 billion in Gross National Income (GNJ) in 2009 (Ministry of Information, Communications, and Culture, 
2011). This is due to the remarkable rise in the number of tourist arrivals into Malaysia from 7.4 million in 1990 to 
24.6 million in 2010 suggesting that the country is being recognized as one of the leading tourist destinations in the 
world (Ministry of Tourism, 2011 b). It is anticipated that by 2020, the tourism industry will be able to contribute as 
much as RMI 03.6 billion in GNJ with 36 million inbound tourists (Ministry of Information, Communications, and 
euJture, Wt I}. The1nflw< N-toorisIs intG ~<>¥ef the¥= has.spawnedmultiplier eJI~ts in oJh~ Sectors of 
the economy, especially the hotel industry since tourists spent approximately 31 percent of their expenditures on 
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accommodation (Ministry of Tourism, 201Ia). Over the last five years, the number of hotels in Malaysia started to 
grow rapidly. Statistics indicate that in 2010, Malaysia has 2367 hotels compared to only 2296 establishments in 
year 2005 (Ministry of Tourism, 201Ib). As a result of the rapid development within the hotel sector in Malaysia, 
competition for marlce! share becomes intensified. 
Apart from being labor-intensive (Baurn & Mudambi, 1999), the hotel industry is unique in that its core product is 
intangible service as asserted by Ma and Qu (2011). Hence, Kandampully and Suhartanto (2000) suggested that one 
plausible strategy for a hotel to gain a competitive edse over others would be via service differentiation. In this 
regard, each hotel must be able to develop their own brand of customer loyalty throush the provision of unique and 
impressive services to their customers. Research has shown that the attitudinal and behavioral responses of 
customer-contact employees during the service encounter positively affect customers' perception of service quality 
(Bitner, 1990; Lee, Nam, Park, & Lee, 2006). Ma and Qu (2011) reiterated that the provision ofhigh quality service 
is the starting point of creating satisfied customers, which will ultimately lead them to beccme loyal patrons of the 
hotel. Because SO-OCBs can directly and positively affect service delivery performed by customer-contact 
employees, it would be advantageous for hotels to seriously consider efforts to motivate and manage such behaviors. 
Against this backdrop, the aim of this paper is to review the literature and propose a model linking a set of human 
resource management practices (training, orientation, performance appraisa1, compensation, and employment security) 
and SO-OCBs. The discussion is tailored toward SO-OCBs of customer-contact employees working in the 
Malaysian hotel industry. 
LITERATURE REVIEW 
OCB. and So-OCD. 
The construct of organizational citizenship behavior (OCB) has received considerable attention particularly from 
Western scholars for the past few decades. According to Organ (1988), orsanizational citizenship behavior is a type 
of discretionary individual behavior that is beneficial for an organization but falls outside of an employee" forma! 
role requirements. Employees are typically not rewarded for engaging in organizational citizenship behavior nor are 
they punished for a lack of such behavior (Organ, 1988). This form of behavior plays a key role in enhancing 
organizational productivity because organizations cannot forecast the entire spectrum of subordinate behaviors that 
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are needed for achieving goals through stated job descriptions. Organ (1988) conceptualized OCB as comprising of 
five dimensions includli1g altruism, conscientiousness, sportsmanship, courtesy, and civic virtue. Although several 
other taxonomies of OCB-like behaviors have been proposed and operationalized (see LePine, Btez, & 1ohnson, 
2002), most empirical research in a variety of settings has relied on Organ's (1988) five-dimensional framework. 
Since service finns have Speclal requirements in dealing with unique and unpredictable customers' desires and 
demands, several scholars (Bettencourt et al., 2001; Bonnan & Motowildo, 1993; Wang, 2009) have suggested the 
need for customer-contact employees of service organizations to engage in a more specific fonn of OCBs 
particularly SO-OCBs instead of the generic OCBs. According to them, customer-contact employees have three 
fundamental roles: (I) they act as representatives of the service ftrm to outsiders, which implies that their attitudes 
and behaviors can affect the firm's image, (2) they act as a conduit between the external environment and the 
internal operations of the service organization by providing information about customer needs and suggestions for 
service improvements, and (3) their reliable, responsive, and courteous behavior directly affect service delivery and 
ultimately customer's evaluation of service quality. Therefore, it is essential for customer·contact employees to 
engage in service-oriented forms of organizational citizenship. To address one of the voids in prior investigations 
and further refine the citlzecship domain within service settings, Bettencourt et al. (2001) developed a typology of 
SO-OCBs. Accordmg to Bettencourt et a!. (2001), tlus form ofOCBs comprised of three dimensions: (1) loyalty, (2) 
service delivery, and (3) participation. Loyalty OCBs relate to behaviors involving acting as advocates to outsiders 
not only of the organization's prod'Jcts and services, but also of its image. Participation OCBs relates to actions such 
as taking individual initiative especially in communications, to improve their own service delivery and that of their 
organization and peers. Service delivery OCBs involves behaving in a conscientious marmer in activities 
surrounding service delivery to customers. 
Human Resource Management (HRM) Practices 
Past writings have indicated the existence of a broad spectrum of definitions for HRM practices. For example, 
Schuler and Jackson (1987) defined HRM practices as organizational activities that are directed at managing the 
poot t>flmman_ and ensuring that these resoun:esme employed !Ow~ !l1e fiIIflllment of organizational 
goals. Lado and Wilson (1994) viewed human resources management practices as a set of interrelated activities and 
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processes that are directed to attract, develop and maintain hwnan resources in the organization. According to 
1 ackson and Schuler (1995), HRM practices relate to specific activities, fonnal policies, and philosophies that are 
designed to attract, develop, motivate, and retain employees who ensure the effective functioning and survival of the 
organization. De1cty and Doty (1996) conceptualized HRM practices as a set of interna11y consistent policies and 
practices designed and implemented to ensure that a fum's hwnan capital contribute to the achievement of its 
business objectives. A common theme that emerged from these deftnitions is that HRM practices comprise of a 
combination of activities and processes reflecting the productive use of people in achieving an organization's 
strategic business goals. HRM practices have been empirically proven to affect organizational performance and this 
relationship is not only confmed to manufacturing companies but it is also applicable to service rums (Batt, 2002; 
Huselid, 1995; Tsaur & Lin, 2004; Zerbe, Dobni, & Harel, 1998). 
Since little consensus exists on what constitutes "besr' HRM practices, we took a nonnative approach by including a 
mix of traditional HRM practices that are canmoniy referred to in the literature. The CO<tent of these practices has been 
found to be consistently correlated with employees' attitudes and behavio<s. These practices include training (Macky & 
Boxall, 2007; Meyer & Smith. 2000; Smeenk, Eisinga, Teelken, & Dooreward, 2006; Tsaur & Lin, 2004), orientation 
(Cheng & Brown, 1998; Riordan, Weatherly, Vanderberg. & Self, 2001; Simos~ 2010), performance appraisal 
(Macky & Boxall, 2.007; Meyer & Smith. 2000; Smeenk et al., 2006; Tsaur & Lin, 2004), compensation (Morrison, 
1996; Smeenk et al., 2006; Tsaur & Lin, 2004), and employment security (Macky & Boxal~ 2007; Marchington & 
Grugulis, 2000; Mendelson, Turner, & Barling, 2011; Pathak, Budhwar, Virender, & Hennas, 2005; Smeenk et al., 
2006). Bearing in mind the peculiarities associated with the hotel industry and customer-contact employees, in this 
paper, we believe that these five specific practices may bring about higher levels of SO-OCBs. 
Training refers to strategies. tools, and procedures employed by the organization aimed at improving the ability and 
capability of organizational members (DeIery & Doty, 1996). Consistent with Wanous and Reichers (2000), orientation 
refers to organizational prognuns designed to assist new employees to familiarize and adapt themselves to the new 
w~rk environment Performance appraisal refers to the evaluation and feedback process about employees' performance 
based on some predetermined organizational standards (Tsui, Pearce, Porter, & Tripoli, 1997). Compensation refers to 
the financial rewards given to employees based on some criteria relating to individual, team, or organizational 
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performance (Pathak et al., 2005). Following the argument put forth by past researchers (Delery & Doty, 1996; 
Herzberg, 1968), employment security refers to the existence of a formal or informal policy concerning assurances that 
employees' employment will be stable and free from layoffs. 
fiRM Practices and SO-OCBs 
It has been argued that the relationship between HRM practices and strategic outcomes is strongest in service 
organizations as opposed to manufacturing firms (Zerbe et aI., 1998). Schneider and Bowen (1985) proposed that 
when employees feel well treated by their ftrm's HRM practices, they are likely to devote their energies and 
resources to treat their customers effectively. This line of thought is consistent with Ogilvie's (1986) view ofHRM 
practices, which reflect the level of concern that the organization appears to bave for their employees. According to 
Morrison (1996), to the extent that an organization's HRM practices create a social exchange relationship with 
employees, those employees will be more likely to engage in OCBs. For instance, Morrison (1996) argued that HRM 
practices that place high value on developing long-term relationships with employees through the provision of 
continuous education and development programs, promotion opportunities. assurances of job security. individualized 
orientation actiVJties, and supportive benefits, are more likely to lead to greater OCBs. In a similar vein, Sun, Aryee, 
and Law (2007) suggested that high·performance human resource practices, such as provision of job security, extensive 
skills training, and promotion from within. can collectiv!ly affect organizational. level perfonnance in terms of 
aggregated SO-OCBs through two means: (I) these practices signals an organization's intention to establish a long-
tern relationship with its employees, and (2) represents an organization's inducements tha~ by satisfYing employee 
goals, fosters employees' perception of a supportive work environment From a social exchange perspective (Blau, 
1964), under these circumstances, employees are likely to beccme obligated and motivated to reciprocate with SO-
OCBs (Sun et aI., 2007). On the basis of arguments offered by prior scholars (Fiorito, Bozeman, Young, & Meurs, 
2007; Harel & Tzafrir, 1999; Sun et aI., 2007; Whitener, 2001; Zerbe et aI., 1998), it is anticipated that wbat constitutes 
"besf' HRM practices will be positively related to employees' SO-OCBs. In this study, we postulate that five HRM 
practices comprising of training, orientation, performance appraisal. compensation, and employment security, may 
foster greater levels of SO-OCBs. 
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Training represents forms of human capital investment for individual and organizational improvements (Wetland, 
2003). Besides, as noted by Ouest (2000), the provision of training benefits the employee by equipping them with the 
necessary knowledge, skills, and attitudes to function responsibly. Hence, employees who bave undergone more 
training are likely to perfonn better. One such avenue would be to engage in greater SO-OCBs. Following the 
argument put forth by past researchers (Simos~ 2010; Van Maanen & Schein, 1979), orientation programs help new 
recruits adapt themselves to early entty experiences, resulting in lower feelings of uncertainty. In such situation, new 
employees are more likely to become committed to the organization, which ultimately lead them to engage in behaviors 
that would benefit the organization such as SO-OCBs. In a similar vein, when employees perceived that their 
perfonnance appraisals are based on acceptable organizational standard, they are likdy to feel satiafied, which in tum, 
lead to greater SO-OCBs (Haynes & Fryer, 2000). It is widely believed that money bas the poteIlIial to influence one's 
attitude and behavior (Parker & Wright. 2000). The usc of an equitable compensation system sussests that employees' 
capabilities, efforts, and performance contributions are recognized and appreciated (Davies, 2001; Chew & Chan, 
2008), which in tum, lead to higher satisfaction and commitment In this kind of environment, employees are motivated 
to go "beyond their call of duty", in the form of higher SO-OCBs. Moreover, a compensation system based on 
excellence results will further increase employee performance (Delaney & Husclid, 1996). Employment security 
reduces employees' risk of layoff during an economic downturn and establishes a relationship of trust between 
employees and the employer (pfeffer, 1998). As a result. employment stability ensures employees' sense of attachment 
and responsibility to the organization (Sun & Pan, 2008), which is critical for the exhibition of SO-OCBs. On the basis 
of the preceding discussion and from the perspective of social exchange (Blau, 1964), it can be expected that customer-
contact employees' perceptions of their hotel's HRM practices (training, orientation, performance appnlisal. 
compensation, and employment security) will directly and positively affect their SO-OCBs. Thus, we posit that 
PI: The level ofHRM practices (training, orientation, perfonnance appraisal, compensation, and employment security) 
will be positively related to the level of SO-OCBs (loyalty SO-OCBs, service delivery SO-OCBs, and participation 
SO-OCBs). 
PI,: The level of HRM practices (training, orientation, performance appraisal. oompensation, and employment 
security) will bepositively related to the level of1oyalty SO-OCBs. 
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PIb : The level of HRM practices (training, orientation, perfonnance appraisal, compensation, and employment 
security) Will be positively related to the level of service delivery SO-OCBs. 
P" The level of HRW practices (training, orientation, perfonnance appraisal, compensation, and employment 
security,) will be positively related to the level of participation SO-OCBs. 
CONCEPTUAL FRAMEWOFJ( 
Based on the preceding disc.JSsion and considering employee reciprocity based on the social exchange theory (Blall, 
1964), a conceptual framework is advanced as shown in Figure 1. Both HRM practices are assumed to predict SO-
OCBs. 
HRM Practices SO·OCBs 
• Training • Loyalty 
• Orientation • Service delivery 
• Perfonnance Appraisal • Participation 
• Compensation 
• Employment Security 
Figure 1: Proposed conceptual framework 
CONCLUSION 
In any servIce orgamzation, front·lme employees, strongly influence customers' service experience. As boundary-
spanners, Ibe behaviors performed by these employees will create the fIrst and primary impression of the service 
organization to outsiders, ultimately influencing the latter's perception of service quality. Customer-oriented actions 
taken by service employees that go "beyond Ibe call of duty", are generally known as OCBs. However, a growing 
number of researchers have begun to realize that since service is intangible, coupled with the unpredictable nature of 
customer demands during the service interaction, engaging in SO-OCB is more appropriate in service settings as 
opposed to the traditional manufacturing environment. The importance of such behaviors is further reinforced by the 
rising dominance of the services industry at the global level in the 21" century. 
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In Malaysia, tourism plays a significant function in its economic and social development The hotel sector is one of 
the components of the fast-growing tourism industry. Greater influx of inbound tourists as well as the increase in the 
nwnber of domestic tourists over the years has resulted in a surge in the number of hotels being established, which 
in turn, intensifies competition for mBlket share. Hence, hotels need to ftnd ways to rttain current customers and 
attract new ones. Given the labor-intensive nature of hotels (Baum & Mudambi, 1999), one feasible strategy to do so 
as suggested by Kandampully and Suhartanto (2000), would be to enhance service quality by providing unique 
beneftts to customers leading to their satisfaction. We believe that the act of engaging in SO-OCBs by the hotels' 
customer-contact employees will be able to delight and satisfY customers. A review of the literature has 
demonstrated the potent role of HRM practices in creating an environment that may generate more SO-OCBs from 
employees. Hence, a conceptual model has been drawn linking a mix of HRM practices (training, orientation, 
performance appraisal, compensation, and employment security) as possible predictors of SO-OCBs. 
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Increasing competition within the hospitality industry has recognized the importance of service 
quality as a key business differentiation strategy. Proactive involvement of employees is a vital component 
of the service delivery, which in tum, enhances customer satisfaction and loyalty. Hence, hospitality 
organizations, particularly hotels, need to encourage their employees to perform voluntary behaviors that 
go 'beyond their call of duty'. These behaviors are referred to as service-oriented organizational citizenship 
behaviors (hereafter labeled as SO-OCBs). A review of the literature indicates that an organization's human 
resource management (henceforth labeled as HRM) practices are Instrumental in establishing the tone of 
the employee-employer relationship, which subsequently affects employees' display of discretionary 
functional service-related behaviors. Specifically, high-performance HRM practices can nurture a relational 
employment relationship, leading to internalization of organizational values and goals. This, in tum, would 
induce employees to engage in greater SO-OCBs. However, conceptual and empirical work explaining the 
mechanism by which high-performance HRM practices relate to SO-OCBs remains scarce. Therefore, this 
paper aims to construct a model linking a set of high-performance HRM practices (selective hiring, 
communication, appraisal, and reward) and SO-OCBs. Identification with organizational values and goals is 
posited as a mediator in the proposed relationship. A discussion of the literature to support the proposed 
framework is fumished. 
Key Words: SO-OCBs, high-performance HRM practices, identification with organizational values <lnd 
goals. 
INTRODUCTION 
The tourism industry in Malaysia has experienced substantial growth during the past two decades. 
One main reason for this growth can be attributed to the escalation in the number of tourist arrivals into 
Malaysia from 7.4 million in 1990 to 25.3 million In 2012 (Tourism Malaysia, 2013). In fact, in 2012, tourism 
contributed a total of RM 146.4 billion, which is equivalent to 15.6 pencent of the nation's GOP. This 
contribution is considered encouraging because it has surpassed the 14.1 percent threshold of the world's 
average (World Travel & Tourism Council, 2013). Malaysia is a gifted country. Besides being blessed with a 
diverse range of natural and man-made attractions, the nation's population reflects a combination of races 
and cultures. In its bid to place the country in the world tourism destination map, the Malaysian govemment 
has launched many strategies which include increasing tourism promotions through numerous campaigns, 
programs and events as well as upgrading tourism-related facilities. By 2020, the tourism industry is 
expected to be able to contribute as much as RM 103.6 billion in Gross National Income (GNI) with 36 
million inbound tourists (Ministry of Information Communications and Culture, 2011). To cope with the rise 
in the entry of tourists into Malaysia, more hotels have been established, leading to greater competition. 
This testimony can be observed from the Increase in the number of hotels by about 82.5 percent from 1492 
in 2000 to 2724 in 2012 (Tourism Malaysia, 2014). In such a competitive environment, hotels have been 
forced to find ways to retain existing customers and attract new ones. Since the tangible aspect of a hotel's 
offering (e.g. facilities) tends to be standardized, several scholars (Karatepe, 2011b; Ma & Qu, 2011; 
Maroudas, Kyliakidou, & Vacharis, 2008) are of the opinion that the key for hotels to survive and succeed 
would be through the delivery of superior service quality. To a hotel, service quality is critical because it Is 
the starting pOint to the creation of satisfied customers. When customers are satisfied, their loyalty and 
retention would be enhanced (Castro, Armario, & Ruiz, 2004). This, in tum, will generate higher profitability 
for hotels. CastellanOS-Verdugo, Oviedo-Garcla, Roldan, and Veerapermal (2009) further suggested that it 
would be more profitable for a hotel to retain existing customers and encourage repurchase behaviors than 
to acquire new ones. According to Castellanos-Verdugo et al. (2009), the personal communication between 
the employee and the customer and how the latter behaves is the basis that underlies customer retention. 
In the hospitality trade, frontline employees are the main actors In delivering quality services to 
customers due to their regular face-to-face or voice-to-voice interactions with customers (Karatepe, 2011 a). 
As such, their qualities, attitudes, and behaviors are Important In the evaluation of service quality 
(Bienstock, DeMoranville, & Smith, 2003; Castro et aI., 2004). This line of argument is consistent with 
Morrison (1996) who claimed that service quality is very much dependent upon the effectiveness with which 
frontline employees deal with customers. In other words, behaviors portrayed by frontline employees must 
exceed customer expectations. As such, managers should carefully manage the behaviors of their frontline 
employees to ensure that they engage In behaviors that will lead to high service quality perceptions by 
customers. In the hotel setting, Oagenais-Cooper and Paille (2012) suggested that it would be wise for 
managers to encourage their fronUine employees to perform behaviors that go beyond their call of duty. For 
instance, a front office staff treating a sick customer with special care will delight the person and 
subsequently heighten his/her satisfaction. These behaviors, which are typically voluntary in nature and 
surpass specified job descriptions, are referred to as organizational citizenship behaviors (from now on 
referred to as OCBs). 
Since OCBs have been associated with a variety of positive outcomes, many researchers have 
attempted to identify its antecedents, which Include among others, job satisfaction (Bames, Ghumman, & 
Scott, 2013; Koys, 2001; Li, Liang, & Crant, 2010; Williams & Anderson, 1991), organizational commitment 
(Ng & Feldman, 2011; Podsakoff, MacKenzie, & Bommer, f996; wmrams &Anderson,199'I; ZOO, 
Newc,a:-:, ii,ao, & Hooke, 2013), emotional inteliigence (Ramacha~,dran, Jordan, Troth, & Lawrence, 2011) 
personality (Moon, Kamdar, Mayer, & Takeuchi, 2008), perceived faimess (Deng, 2012; Konovsky & 
Organ, 1996; van Dijke, De Cremer, Mayer, & Van Quaquebeke, 2012; Yeh, 2011), perceived 
organizational support (Chiang & Hsieh, 2012; Duffy & Juliana, 2013), transformational leadership 
(Podsakoff et aI., 1996; Podsakoff, MacKenzie, Moorman, & Fetter, 1990; Zhu et aI., 2013), role stressors 
(Eatough, Chang, Miloslavic, & Johnson, 2011), empowerment (Jiang, Sun, & Law, 2011), leader-member 
exchange (lIies, Nahrgang, & Morgeson, 2007) and human rellource practices (Sun, Aryee, & Law, 2007; 
Yang, 2012). Despite the popularity of OCB as a research subject, most studies have been conducted In 
developed economies particularly North America, and outside the field of the hospitality industry. According 
to Ravichandran and Gilmore (2007), studies within the hotel industry have been largely overlooked. Since 
the hospitality sector is a key economic generator to countries world-wide and frontline employees are 
essential to its service delivery process, evidence gleaned from the hotel industry of Malaysia may address 
the above limitations. 
Althoug h investigations on OCBs have flourished for the past few decades, there is still much work 
to be done in relation to the predictors of OCBs. Rousseau and Greller (1994) are of the opinion that 
organizational practices on how an organization manages its human resources (hereafter labelled as HRM) 
establish the tone and conditions for the employp,e-employer relationship. This line of thought is'further 
supported by Macduffie (1995) who argues that HRM practices can influence the psychological contract 
between employees and their employing organization. Specifically, HRM practices that are considered 
supportive and rewarding will be perceived as inducements provided by the employer, which in tum, 
establishes a high-quality employment relationship. This type of exchange is classified as social exchange 
(Blau, 1964) whereby such inducements will cre<1te a sense of obligation on the part of the employee to 
reciprocate his/her employer. Morrison (1996) advocated the role of contextual factors, particularly an 
organization's HRM practices, in producing a pleasant work environment that promotes greater OCBs 
among employees. Wayne, Shore, and Liden (1997) further added that HRM practices serves as signals to 
employees conceming their organization's positive evaluation of themselves. In the context of exchange 
theory (Blau, 1964), employees will reciprocate with positive attitudes and behaviors. Moreover, HRM 
practices that stressed the needs of organizational members have been proposed as precursors to the 
creation of a positive exchange relationship (Yang, 2012). In such situation, employees would feel 
obligated to perform behaviors that directly benefit the organization and are beyond the scope of usual job 
expectations such as OCBs. Fostering OCBs for service organizations is of utmost importance since OCBs 
perfonmed by customer-contact employees during personal interactions with customers, in some small or 
large ways, are likely to exceed customer's expectations, guaranteeing high service quality. According to 
Schneider and Bowen (1985), when employees feel well treated through their organization's HRM 
practices, they will be able to devote their efforts, energies, and other resources to effectively treat their 
customers, which in tum, lead to high service quality. In fact, the effective utilization of human resources 
can give an organization its competitive edge particularly in a labor-intensive industry (Schneider & Bowen, 
1993). Therefore, it makes economic sense for service organizations to promote such behaviors. 
Since services have unique characteristics with regards to its intangibility and non-standardized 
nature and given the specific role requirements of frontline employees as "boundary-spanners' for the 
service organization, Bettencourt, Gwinner, and Meuter (2001) proposed that there is a dire need for more 
research on specific forms of OCBs such as service-oriented OCBs (later referred to as SO-OCBs). 
Unfortunately. empiri<:cll §tudleJl on SO-OCBs have been deficient (Bettencourt et aI., 2001).This 
shortcoming is more prominent for developing countries such as Malaysfa wnerellyilwesttgations un 00-
OCBs are still in its infancy except for the work by Nasurdin, Ling, and Fun (2011). However, Nasurdin et 
al.'s (2011) study was confined to a sample of customer-contact employees working in air freight forwarding 
companies in one particular state in Peninsular Malaysia. In addition, HRM practices in the hospitality 
industry have been classified as underdeveloped compared to other industries (Kusluvan, Kusluvan, IIhan, 
& Buyruk, 2010). In particular, Kusluvan et al. (2010) highlighted that there is litUe evidence on the adoption 
and implementation of high-performance HRM practices by the Industry. Recognizing the dearth of 
research regarding the Innuence of HRM practices on SO-OCBs and acknowledging Kusluvan et al.'s 
(2010) argument that there is no single approach to HRM practices In the hospitality Industry, more 
research on HRM practices tailored to different hospitality organizations Is needed. Specifically, It is 
reasonable to posit high-performance HRM practices as a determinant of So.oCBs among fronUlne hotel 
employees in Malaysia. Given the pivotal role of the hotel industry In driving the growth of the nation's 
economy and the tig ht compet:tlon among hotels for market share, this line of investigation is warranted. 
Against this backdrop, the intent of this paper is to review the literature and propose a model linking a set of 
high-performance HRM practices (selective hiring, communication, appraisal, and rewards) and So.oCBs of 
frontline employees in the Malaysian hotel industry. 
LITERATURE REVIEW 
OCBs and SO-OCBs 
Organizational citizenship behavior (later referred to as OCB) has been defined as an 'individual 
behavior that is discretionary, not directly and explicitly recognized by the formal reward system, and In the 
aggregate promotes the efficient and effective, functioning of the organization' (Organ, 1988, p, 4). Organ 
(1988) Identified five dimenSions of OCB which Includes altruism, conscientiousness, sportsmanship, 
courtesy, and civic virtue. Altruism refers to behaviors that have the effect of helping specific individuals. 
An example of altruism is an employee who willingly helps a customer to handle a problem (Podsakoff et 
ai., 1990). Conscientiousness relates to behavior that goes beyond the minimum role requirements of the 
organization. Specific examples of conscientiousness include punctuality and not wasting time (Organ, 
1988; Smith, Organ, & Near, 1983). Sportsmanship refers to negative activities that employees refrain from 
doing even though he or she has every right to do so, such as frequently finding fault with other employees, 
expressing resentment, and complaining about trivial matters (Organ, 1990). Courtesy includes actions 
aimed at preventing work-related problems with others from occurring. Examples of courtesy Include 
consulting others before making decisions (Organ, 1988). Finally, civic virtue is defined as keeping oneself 
informed on matters that affect the organization and participating responsibly in its decision-making 
process. Examples of civic virtue include making innovative suggestions to improve a department (Organ, 
1988). Based on Organ's (1988) five-dimensional conceptualization, Podsakoff et al. (1990) developed a 
measure of OCB. LePine, Erez, and Johnson (2002) in their review and meta-analysis of the 
organizational citizenship behavior construct revealed that Organ's (1988) conceptualization of OCB has 
received the utmost focus in empirical research and Podsakoff et al.'s (1990) measurement tool has been 
widely used in various settings. 
Given the unique characteristics of service organizations as opposed to manufacturing 
organizations, Wang (2009) is of the opinion that the performance of aCBs is more imperative for service 
organizations. Specifically, service organizations offer intangible product to its customer, often involves 
Interactions between service employees and customers during service delivery, and finally, service 
f**\IIGt~areoftenproducedandcOllsumedsimlll1a!1eo~ly by customers !B_owen & Ford, 2002; Sun et aI., 
2007). In addition to the service features, service organizations are often challenged wTtfI-unlQUe and 
;:np~:s:V€ :'Js:omers' demands, as well as having to deal with customers from various backgrounds and 
cultures (Prentice & King, 2011). Bearing in mind the distinct environment of service organizations, 
Bettencourt et al. (2001) suggested that service-oriented OCBs are more appropriate in capturing OCBs of 
employees working in service organizations. According to Bettencourt et al. (2001), service-oriented OCBs 
comprised three dimensions: loyalty, participation, and service delivery. Loyalty OCBs refers to behaviors 
involving acting as advocates to outsiders not only of the organization's products and services, but also of 
its image. Participation OCBs relate to actions such as taking individual initiative especially in 
communications, to improve their own service delivery, and that of their organization and peers. Finally, 
service delivery OCBs involve behaving in a conscientious manner in activities surrounding service delivery 
to customers. 
HRM Practices and High-Performance HRM Practices 
HRM practices generally refer to a set of intemally consistent policies and practices designed and 
implemented to ensure that a firm's human capital contribute to the achievement of its business objectives 
(Bowen & Ostroff, 2004). On a more specific note, HRM practices are utilized by the organization to attract, 
motivate, reward and retain employees (Tanke, 2001). According to Wood and Wall (2002), the main 
objective of HRM practices is to enhance employees' performance. Chew and Chan (2008) argued that 
retaining valuable employees is a strategiC move for organizations to survive and flourish. In this regard, 
many forward-looking organizations attempt to shape their employees' attitudes and behaviors by creating 
a positive organizational climate through various HRM practices. 
In a similar vein, high-performance HRM practices relate to coherent practices that enhance the 
skills of the workforce, participation in decision making, and motivation to exert discretionary effort 
(Appelbaum, Bailey, Berg, & Kalleberg, 2000). Many scholars (Batt, 2002; Bowen & Ostroff, 2004; Liao, 
Toya, Lepak, & Hong, 2009) state that high-performance HRM practices assist organizations to motivate 
employees to adopt desirable attitudes and behaviors, which in the aggregate, ultimately helps achieve the 
organization's strategiC goals, resulting in enhanced organizational performance. In fact, employees make 
sense of their work environment through high-performance HRM practices before deciding their responses 
(Bowen & Ostroff, 2004). Other scholars (Chuang & Liao, 2010; Liao et aI., 2009) suggested that high-
performance HRM practices represent one of the ways for the employer to signal their willingness to invest 
and support their employees, The focus of prior studies was mainly on the direct relationship between HRM 
practices and employee outcomes. Following the social exchange theory (Blau, 1964), if HRM practices are 
viewed functionally by employees within the organization, they will be expected to reciprocate with the 
attitudes and behaviors valued by the organization. While such studies are useful, Becker and Gerhart 
(1996) call for more effort to be devoted into identifying the process through which HRM practices affect 
behavioral outcomes, which many authors have referred to as the 'black box', 
Despite the importance of high-performance HRM practices on employees' and organizational 
performance, little consensus exists among researchers on the specific practices to be included under high-
performance HRM practices (Becker & Gerhart, 1996; Sun et aI., 2007). In this paper, we are of the opinion 
that four HRM specific practices can be subsumed under the rubric of high-performance HRM practices. 
These practices are selective hiring, communication, appraisal, and rewards. The set of HRM practices that 
we present here are being adapted from previous works (Evans & Davis, 2005; Lee, Lee, & Kang, 2011; 
l..iao et at., 2009; 1-1ack¥ & BQXClll, 2Q07; Messersmith, Patel, & Lepak, 2011; Tang & Tang, 2012). For 
example, selective hiring refers to the rigor of hiring as indicated by appllcallons per vacancy (Fiorito, 
Bozeman, Young, & Meurs, 2007). Communication refers to the activities that provide employees with 
sufficient and useful information about their work (Den Hartog, Boon, Verburg, & Croon, 2013). Appraisal 
refers to the evaluation and feedback process about employees' performance based on some predetermined 
organizational standards (Tsui, Pearce, Porter, & Tripoli, 1997). Consistent with Bratton and Gold (1994), 
reward refers to all forms of financial returns, tangible services, and benefits that an employee receives as 
part of an employment relationship. 
Identification with Organizational Values and Goals 
Organizational identification refers to a psychological linkage between the Individual and the 
organization (Edwards & Peecei, 2010). According to O'Reilly and Chatman (1986), individuals that have 
identified themselves with the organization feel proud to be a part of a group, and wHi respect its values and 
accomplishments without adopting them as his or her own. In line with this point of view, ft has been claimed 
that employees who have identified themselves with the organization experience deeper and more existential 
connection with the organization (Ashforth & Mael, 1989; van Dick, van Knippenberg, Kerschreiter, Hertel, & 
Wieseke, 2008). In sum, employees that have identified themselves with organ/zalional values and goals are 
those who have established a psychological bond with the organization, feel proud to be part of the 
organization, and tend to affiliate themselves with the achievements of the organization. 
Identification with Organizational Values and Goals as a Mediator in the High-Performance HRM Practices-
SO-OCBs Relationship 
It has been suggested that perceived organizational support would increase the likelihood of 
employees' identification with the organization (Fuller, Bamett, Hester, & Relyea, 2003; Tyler, 1999). In 
other words, by showing concern for employees' well-being, the organization conveys the message that 
employees are valuable assets in the eye of the organization, which In tum, increases their bond with the 
organization. Past studies have shown that individuals who have associated themselves with the organization 
exhibit favorable behavioral outcomes such as organizational involvement (Edwards & Peecei, 2010) and 
prosocial behavior (O'Reilly & Chatman, 1986). For Instance, Edwards and Peecei (2010) In their study of 736 
healthcare workers from the United Kingdom National Health Service reported that employees with greater 
organization identification showed greater organizational Involvement such as wUlingness to make an effort for 
the good of the organization. Meanwhile, using university employees (N = 82) and students (N = 162) as their 
sample, O'Reilly and Chatman (1986) provided empirical evidence that Identification and Intemalization with 
the organization are posftively related to prosocial behaviors. In other words, Identification with the 
organization leads employees to engage in greater participation actIviIles as well as enhanced their 
willingness to contribute beyond the call of formal duty. 
As previously mentioned, there is a need to examine the mediating factors in order to unravel the 
'black box' between HRM practices and individual behavioral outcomes. We contend that high-performance 
HRM practices consisting of four distinct practices (selective hiring, communication, appraisal, and rewards) 
in combination will have positive effects on employees' sense of identifICation with organizational values and 
goals, and this kind of feeling, may in tum lead to greater SO-OCBs. These practices would be able to 
convey the messages to employees that they are being respected and trusted by their emplC7)'ing 
organization, which are likely to inspire them to embrace organizational values and objectives, which in 
tum, stimulate them to perform voluntary behaviors that are benefiCial to their organization, such as SO-
OCBs (Alfes, Shantz, & Truss, 2012; Mostafa & Gould-Wnliams, 2013; Tang & Tang, 2012). 
Selective hiring refers to the practice of ensuring the right people, with desirable traits and 
knowledge, are in the right place (Fiorito et aI., 2007). Selective hiring entails a number of activities, which 
include careful matching between job applicant and job requirements, a conscious effort to attract the best 
talent from the job market, as well as offering higher compensation to retain the talent in the organization 
(Fiorito et aI., 2007). As argued by Morrison (1996), the implementation of selective hiring would result in a 
person-organization fit, which may help new employees to accept and believe in organizational values and 
goals, which in tum, lead to enhanced voluntary behaviors such as SO-OCBs. SimBarly, based on the 
attraction-selection-attrition theory (Schneider, Goldstein, & Smith, 1995), Fiorito et al. (2007) claimed that 
rigorous selection system should produce high person-organization fit. This suggests that employees' will 
strongly identify themselves with the organization's values and objectives, which ultimately stimulates them to 
engage in extra-role voluntary behavior such SO-OCBs. Hence, selective hiring is expected to increase 
employees' sense of identification with organizational values and goals, which in tum, promotes employees' 
display of SO-OCBs. 
Communication in simple terms relates to the degree to which information about a job is 
transmitted by an organization to its members and among members of an organization (Price, 1997). 
Specifically, communication in the organization refers to the activities that provide employees with sufficient 
and useful information about their work (Den Hartog et aI., 2013). Acc(lrding to Lawler (1986), 
communication represents one of the easiest ways to foster involvement among employees. In a study by 
Rodwell, Kienzle, and Shadur (1998) among 329 employees of an Australian information technology 
company, it was fvund that communication enhances teamwork, job satisfaction, and commitment among 
employees. de Ridder (2004) in his study of 791 employees from various organization in tile Netherlands 
demonstrated that communication produces greater employee commitment. According to Van Vuuren, De 
Jong, and Seydel (2007), when an organization makes an attempt to provide sufficient information to its 
employees regarding the organization's vision, goals, and strategies, employees will feel that they are 
being valued, respected, and trusted by the organization. Furthermore, Van Vuuren et al. (2007) advocated 
that communication helps sharpen employees' view of the things that the organization cherishes. As a 
result, employees' sense of identification with the organizational values will be enhanced. Therefore, 
communication is expected to increase employees' sense of identification with organizational values and 
goals, which in tum, fosters employees' display of SO-OCBs. 
Appraisal is the process of observation and assessment of employee performance agair.st 
predetermined job-related standards, for the purposes outlined by the organization (Cheung & Law, 1998). 
Ahmed, Mohammad, and Islam (2013) stated that performance appraisal plays an important role for 
continuous improvement. According to Tang and Tang (2012), the appraisal process enables the 
organization to provide signals to employees concerning behaviors that are appreCiated. In a similar vein, 
when employees perceived that their performance appraisals are based on acceptable organizational 
standards, they are more likely to experience greater organization-based self-esteem and job confidence 
(Haynes & Fryer, 2000). The findings by Norris-Watts and Levy (2004) using a sample of 71 undergraduate 
students in the United States who also worked part-time indicate that favorable performance feedback 
enhances employees' commitment, which in tum, leads to greater OCBs. Norris-Watts and Levy (2004) 
explained that perceptions of a more favorable feedback from t:'e organization may lead employees to 
believe that the organization values their contribution. As such, they are bound to feel proud of their 
achievements and become more confident in handling their job responsibilities. This, in tum, will lead 
empio¥£l9S to ~e in more OCBs. Meanwhile, in the context of a developing country such as Paki~tan, 
findings by Ahmed et al. (2013) who conducted a study on 318 emPloyees from the oank1ng sector 
discovered thaI performance appraisal has a positive effect on their affective commitment, which in turn, 
enhances their OCBs. As such, it can be deduced that performance appraisal will have a positive influence 
on employees' sense of identification with organizational values and goals, which in tum, encourages 
employees' display of SO-OCBs. 
Rewards basically entail monetary and non-monetary retunns payable to employees In retum for their 
services (Mondy & Noe, 2005). Rewards are functional since they help express the appreciations and 
recognitions of the organization to its employees (Davies, 2001). According to Chung and Schneider (2002), 
an organization's rewards system conveys the message to employees of what is regarded as Important by 
the organization. Likewise, Uen and Chien (2004) Sug9ested that rewards can serve as a tool for 
organizations to promote desired behavior among employees. Morrison (1996) suggests that rewards 
should be tied to organization-wide 90als. According to Morrison (1996), tying rewards to flrrn-wlde 
performance criteria will stimulate employees to adopt broader role definitions leading to more OCBs. 
Several scholars (Allen, 2006; Schnake & Dumler, 1997; Wayne, Shore, Bommer, & Tetrick, 2002) suggest 
that there is a positive link between rewards and OCBs. The positive relationship between rewards and 
OCBs was confirmed In a more recent comprehensive meta-analysls by Podsakoff, Whiting, Podsakoff, 
and Blume (2009). In short, rewards can motivate employees to embrace organizational values and goals. 
In such situation, employees are more likely to demonstrate greater SO-OCBs. 
On the basis of the preceding discussion, identification with organizational values and goals can 
serve as the mechanism that underlies the high-performance HRM practices (selective hiring, communication, 
appraisal, and rewards) and SO-OCBs (loyalty OCB, service delivery OCB, and participation DCB). 
Theref(lre, our propositiOns are as follows: 
P1: Identification with organizational values and goals mediates the relationship between selective hiring 
and SO-OCBs (loyalty OCB, service delivery DCB, and participation DCB). 
P2: Identification with organizational values and goals mediates too relationship between communication 
and SO-OCBs (loyalty OCB, service delivery DCB, and participation OCB). 
P3: Identification with organizational values and goals mediates the relationship between appraisal and 
SO-OCBs (loyalty OCC, service delivery OCB, and partiCipation OCB). 
P4: IdentifICation with organizational values and goals mediates the relationship between rewards and 
SO-OCBs (loyalty OCB, service delivery OCB, and participation OCB). 
CONCEPTUAL FRAMEWORK 
In a nutshell, drawing on what has been discussed above, a conceptual framework is proposed. As 
illustrated in Figure 1, four HRM practices make up what is termed as high-performance HRM practices. 
These practices in turn will create employees' sense of Identification with organizational values and goals, 
which ultimately, induce these employees to engage In SO-OCBs. 
Figure 1 
Conceptual Framework 
Hlgh·Perfonnance HRM 
Service Oriented·OCBs Practices 
Identification with 
· 
LoyaltyOCB 
Organizational Values and 
· 
Servloa Delivery OCB 
• Selective Hiring ~ Goals ~ 
· 
Participation OCB 
• Communication 
• Appraisal 
• Rewards 
"--
CONCLUSION 
As competition deepens, and given the increasing recognition that people is the most important asset 
for an organization, firms particularly service ones have come to realize that it would be advantageous for 
them to leverage on their employees. As boundary·spanners, the behaviors performed by frontline employees 
will create an impression of the service organization to outsiders, which in tum, affects customers' evalua!ion 
of service quality. To a service provider, voluntary service-oriented behaviors that go 'beyond the call of duty' 
performed by frontline employees is the key to the creation of satisfied customer. These behaviors are 
generally termed as OCBs. Over the past decade, bearing in mind the peculiar attributes associated with 
services in terms of its intangibility, and the unpredictable nature of customer demands during the service 
encounter, Bettencourl et al. (2001) suggested the need for a more specific form of OCBs. This type of 
OCB is known as SO-OCBs. Past scholars argued that HRM practices are central in the creation a 
pleasant work climate that promotes greater OCBs among employees. However, although individual HRM 
practices do matters, the system's view has emerged as the dominant trend in linking HRM practices to 
employees' and organizational outcomes. In short, high-performance HRM practices which encompass a 
bundle of consistent practices are more likely to enhance employees' skills, and abilities, participation in 
deciSion-making, as well as their motivation to expend discretionary effort. This means that high-
performance HRM practices focus on driving work performance by inspiring employees to adopt desirable 
attitudes and behaviors, which in combination, aids the organization in attaining its objectives, resulting in 
improved organizational performance. 
The service sector is today the largest and fastest growing sector globally contributing more to the 
global output and employing more people than any other sector. This is also true for Malaysia. Significant 
expansion in tile tourism trade has resulted in the growth of the hotel industry. The reason for this 
development can be attributed to the influx of inbound tourists. Mushrooming of new hotels has intenSified 
competition for market share. By implication, hotels need to find ways to retain their existing customers and 
at the same time gamer new ones. Given the labor-intensive nature of hotels, we believe that the act of 
engaging in SO-OCBs by a hotel's frontline employees is one of the most effective mechanisms to achieve 
this aim. Basud on tbe review of the extant literature, we posit that high-performance HRM practices, 
conSisting of four specific practices (selective hiring, communication, appraisal, aria rewarcts) wouIltlllaY13I1 
important role in creating an environment that may heighten employees' identifICation wfth organizational 
values and goals, which in tum, lead to greater SO-OCBs. 
REFERENCES 
Ahmed, I., Mohammad, S. K., & Islam, T. (2013). The relationship between perceived faimess in 
perfonnance appraisal and organizational citizenship behavior in the banking sector of Pakistan: 
The mediating role of organizational commitment. Intemational Joumal of Management & 
Innovation. Vol. 5(2), pp. 75-88. 
Alfes, K., Shantz, A., & Truss, C. (2012). The link between perceived HRM prac.tlces, performance and 
well-being: The moderating effect of trust in the employer. Human Resource Management Joumal. 
Vd.. 22(4), pp. 409-427. 
Allen, T. D. (2006). Rewarding Good Citizens: The relationship between citizenship behavior, gender, and 
organizational rewards. Joumal of Applied Social Psychd.ogy. Vol. 36(1), pp. 120-143. 
Appelbaum, E., BaHey, T., Berg, P., & Kalleberg, A. (2000). Manufacturing Advantage: Why High-
performance Work SYStems Pay Off. United Kingdom: Comell University Press. 
Ashforth, B. E., & Mael, F. (1989). Social Identity Theory and the organization. Academy of Management 
Review. Vol. 14(1), pp. 20-39. 
Bames, C. M., Ghumman, S., & Scott B. A. (2013). Sleep and organizational citizenship behavior: The 
mediating role of job satisfaction. Joumal of Occupational Health Psychology. Vd.. 18(1), pp.16-26. 
Batt, R. (2002). Managing customer services: Human resource practices, tumover, and sales growth. 
Academy of Management Joumal. Vol. 45(3), pp. 587-598. 
Becker, B., & Gerhart, B. (1996). The impact of human resource management on organizational 
performance: Progress and prospects. Academy of Management Joumal. Vol. 39(4), pp. 779-801. 
Bettencourt, L. A., Gwinner, K. P., & Meuler, M. L. (2001). A comparison of attitude, personality, and 
knowledge predictors of service-oriented organizational citizenship behaviors. Joumal of Applied 
Psychology. Vol. 86(1), pp. 29-41. 
Bienstock, C. C., DeMoranville, C. W., & Smith, R. K. (2003). Organizational citizenship behavior and 
service quality. The Joumal of Services Marketing. Vol. 17(4/5), pp. 357-378. 
Blau, P. M. (1964). Exchange and Power in Social Life. New York: Wiley. 
Bowen, D. E., & Ostroff, C. (2004). Understanding HRM-firm performance linkages: The role of the 
'strength' of the HRM System. Academy of Management Review. Vol. 29(2), pp. 203-221. 
Bowen, J., & Ford, R. C. (2002). Managing service organizations: Does having a 'thing' make a difference? 
Joumal of Management. Vol. 28(3), pp. 447-469. 
Bratton, J., & Gold, J. (1994). Human ResOUrce Management: Theorv and Practice. United States: 
Macmillan 
Castellanos-Verdugo, M., Oviedo-Garcla, M. d. I. A., Roldan, J. L., & Veerapermal, N. (2009). The 
employee-customer relationship quality: Antecedents and consequences in the hotel industry. 
Intemational Joumal of Contemporarv Hospitality Management. Vol 21(3), pp. 251-274. 
Castro, C. B., Armario, E. M., & Ruiz, D. M. (2004). The influence of employee organizational citizenship 
behavior on customer loyalty.lntemational Journal of Service Industrv Management. Vol. 15(1), pp. 
27-53. 
Cheung, C., & Law, R. (1998). Hospitality service quality and the role of performance appraisal. Mm!aa!!l!l 
Service Quality. Vol. 8(6), pp.402-406. 
Chew, J., A Chan. C.C./>., (2W~l. Human resource practices, organizational commitment and intention to 
stay. Intemational Joumal of Manpower. Vol. 29(5), pp. 503-02Z. - . 
Chiang, C. F., & Hsieh, T. S. (2012). The impacts of perceived organizational support and psychological 
empowerment on job performance: The mediating effects of organizational citizenship ~ehavior. 
International Joumal of Hospitality Management. Vol. 31(1), pp. 180-190. 
Chuang, C.-H., & Liao, H. (2010). Strategic human resource management in sef\lice context: Taking care of 
business by taking care of employees and customers. Personnel Psychology. Vol. 63(1), pp. 153-
196. 
Chung, B. G., & Schneider, B. (2002). Sef\ling multiple masters: Role conflict experienced by sef\lice 
employees. Joumal of Sef\lices Marketing. Vol. 16(1), pp. 70-87. 
Dagenais-Cooper, V., & Paille, P. (2012). Employee commitment and organizational citizenship behaviors 
in the hotel industry: Do foci matter? Journal of Human Resources in Hospitality & Tourism. Vol. 
11(4), pp. 303-326 
Davies, R (2001). How to boost staff retention. People Management. Vol. 7, pp. 54-56. 
de Ridder, J. A. (2004). Organisational communication and supportive employees. Human Resource 
Management Journal. Vol. 14(3), pp. 20-30. 
Den Hartog, D. N., Boon, C., Verburg, R M., & Croon, M. A (2013). HRM, communication, satisfaction, 
and perceived performance: A cross-level test. Journal of Management. Vol. 39(6), pp. 1637-1665. 
Deng, G. (2012). An Empirical Study of Organizational Justice, Organizational Citizenship Behavior and 
Sef\lice Faimess. In H. Tan (Ed.), Technology for Education and Learning (Vol. 136, pp. 27-34): 
Springer Berlin Heidelberg. 
Duffy, J. A, & Juliana, L. (2013). Do individual needs moderate the relationships between organizational 
citizenship behavior, organizational trust and perceived rganizational support? Joumal of 
Behavioral & Applied Management. Vol. 14(3), pp. 185-197. 
Eatough EM, Chang CH, Miloslavic SA, & Johnson RE. (2011). Relationships of role stressors with 
organizational citizenship behavior. A meta-analysis. Joumal of Applied Psychology. Vol. 96(3), 
pp.619-632. 
Edwards, M. R., & Peccei, R. (2010). Perceived organizational support, organizational identification, and 
employee outcomes: Testing a simUltaneous multifoci model. Joumal of Personnel Psychology. 
Vol. 9(1), pp. 17-26. 
Evans, W. R., & Davis, W. D. (2005). High-performance work systems and organizational performance: 
The mediating role of intemal social structure. Joumal of Management. Vol. 31(5), pp. 758-775. 
Fiorito, J., Bozeman, D. P., Young, A., & Meurs, J. A. (2007). Organizational commitment, human resource 
practices, and organizational characteristics. Journal of Managerial Issues. Vol. 19(2), pp. 186-207. 
Fuller, J. B., Bamett, T., Hester, K., & Relyea, C. (2003). A social identity perspective on the relationship 
between perceived organizational support and organizational commitment. The Joumal of Socia! 
Psychology. Vol. 143(6), pp. 789-791. 
Haynes, P., & Fryer, G. (2000). Human resources, sef\lice quality and performance: A case study. 
International Joumal of Contemporary Hospitality Management. Vol. 12(4), pp. 240-248. 
llies, R, Nahrgang, J. D., & Morgeson, F. P. (2007). Leader-member exchange and citizenship behaviors: 
A meta-analysis. Joumal of Applied Psychology. Vol. 92(1), pp. 269-277. 
Jiang, J. Y., Sun, L.-Y., & Law, K. S. (2011). Job satisfaction and organization structure as moderators of 
the effects of empowerment on organizational citizenship behavior: A self-consistency and social 
exchange perspective. International Journal of Management. Vol. 28(3), pp. 675-693. 
Karatepe, O. M. (2011a). Core self-evaluations, exhaustion, and job outcomes: A study of frontline hotel 
employees in Iran. Tourism and Hospitality Research. Vol. 11(4), pp. 248-257. 
Karatepe, n.M. (2Otlb}. CLJ~lomer a~gression, emotional exhaustion, and hotel employee outcomes: A 
study in the United Arab Emirates. Joumal of Travel ana Tounsrn MarkeTIng. VOl. 28(3), PlY. 119-
295. 
Konovsky, M. A., & Organ, D. W. (1996). Dispositional and contextual determinants of organizational 
citizenship behavior. Joumal of Organizational Behavior. Vol. 17(3), pp. 253-266. 
Koys, D. J. (2001). The effects of employee satisfaction, organizational citizenship behavior, and tumover 
on organizational effectiveness: A unit-level, longitudinal study. Personnel Psychology. Vol. 54(1), 
pp.101-114. 
Kusluvan, S., Kusluvan, Z., IIhan, I., & Buyruk, L. (2010). The human dimension: A review of human 
resources management issues in the tourism and hospitalitY industry. Comell Hospitality Quarterly. 
Vol. 51(2), pp. 171-214. 
Lawler, E. E. (1986). High-Involvement Management. San Francisco: Jessey·Bass. 
Lee, S. M., Lee, D., & Kang, C.·Y. (2011). The impact of hlgh·performance work systems in the hea\th-care 
Industry: Employee reactions, serylce qualitY, customer satisfaction, and customer loyalty. The 
Service Industries Joumal. Vol. 32(1), pp. 17-36. 
LePine, J. A., Erez, A., & Johnson, D. E. (2002). The nature and dimensionalitY of organizational citizenship 
behavior. A critical review and meta-analysis. JOUrnal of Applied PSYChology. Vol. 87(1), pp. 52-65. 
Li, N., Liang, J., & Crant J. M. (2010). The role of proactive personality In job satisfaction and 
organizational citizenship behavior. A relational perspective. Joumal of Applied PsycJ:!Q!Qgy. Vol. 
95(2), pp. 395-404. 
Liao, H., Toya, K., Lepak, D. r., & Hong, Y. (2009). Do they see eye to eye? Management and employee 
perspectives of high-performance work systems and Inlluence processes on service quality. 
Joumal of Applied Psychology. Vol. 94(2), pp. 371·391, 
Ma, E., & Qu, H. (2011). Social exchanges as motivators of hotel employees' organizational citizenship 
behavior. The proposition and application of a new three-dimensional framework. Intemational 
Joumal of Hospitality Management. Vol. 30(3), pp. 680-688. 
Macduffie, J. P. (1995). Human resource bundles and manufacturing performance: Organizatlonalloglc and 
flexible production systems in the world auto industry. Industrial & Labor Relations Review. Vol. 
48(2), pp. 197-221. 
Macky, K., & Boxall, P. (2007). The relationship between 'high-performance work practices' and employee 
attitudes: An investigation of additive and interaction effects. International Joumal of Human 
Resource Management. Vol. 18(4), pp. 537·567. 
Maroudas, L., Kyriakidou, 0., & Vacharis, A. (2008). Employees' motivation In the luxury hotel Industry: The 
perceived effectiveness of human-resource practices. Managing Leisure. Vol. 13(3/4), pp. 258·271. 
Messersmith, J. G., Patel, P. C., & Lepak, D. P. (2011). Unlocking the black box: ExplOring the link between 
high-performance work systems and performance. Joumal of Applied Psychology. Vol. 96(6), pp. 
1105-1118. 
Ministry of Information Communications and Culture. (2011). Rewing up the tourism industry [Online). 
Retrieved August 15, 2011, fromwww.kpkk.gov.my 
Mondy, R W., & Noe, R. M. (2005). Human Resource Management. (9th ed.). New Jersey: Pearson 
Education. 
Moon, H., Kamdar, D., Mayer, D. M., & Takeuchi, R. (2008). Me or we? The role of personality and justice 
as other -centered antecedents to innovative citizenship behaviors within organizations. Joumal of 
Applied Psychology. Vol. 93(1), pp. 84-94. 
Morrison, E. W. (1996). Organizational citizenship behavior as a critical link between HRM practices and 
sef\lice qualitY. Human Resource Management. Vol. 35(4), pp. 493-512. 
Mostafa, A. M. S., & Gould·Williams, J. S. (2013). Testing the mediation effect of person-organization fit on 
the relationship between high performance HR practices and employee outcomes In the Egyptian 
~$eCIol'. !re Inlematinoal Joumal of Human Resource Management. yrJ.. 2§i2), pp. 276·292. 
Nasurdin, A. M., Ling, T. C., & Fun, L. S. (2011). Service-oriented organizational citizenship behavior. 
Assessing the predictive role of human resource management practices. Intemational Joumal of 
Arts & Sciences. Vol. 4(9}, pp. 381-394. 
Ng, T. W. H., & Feldmsn, D. C. (2011). Affective organizational commttment and citizenship behavior. 
Linear and non-linear moderating effects of organizational tenure. Joumal of Vocational Behavior. 
Vol. 79(2}, pp. 528-537. 
Noms-Walts, C., & Levy, P. E. (2004). The mediating role of affective commitment in the relation of the 
feedback environment to work outcomes. Joumal of Vocational Behavior. Vol. 65(3}, pp. 351-365. 
O'Reilly, C. A, & Chatman, J. (1986). Organizational commitment and psychological attachment The 
effects of compliance, identification, and intemalization on prosocial behavior. Journal of Applied 
Psychology. Vol. 71 (3), pp. 492499. 
Organ, D. W. (1988). Organizational Citizenship Behavior: The Good Soldier Syndrome. Lexington: MA: 
Lexington Books. 
Organ, D. W. (1990). The motivational basis of organizational citizenship behavior. In B. M. Staw & L. L. 
Cummings (Eds.), Research in Organizational Behavior. Greenwich: CT: JAI Press. 
Podsakoff, N. P., Whiting, S. W., Podsakoff, P. M., & Blume. B. D. (2009). Individual- and organizational-
level consequences of organizational citizenship behaviors: A meta-analysis. Journal of Applied 
Psychology. Vol. 94(1}, pp. 122-141. 
Podsakoff, P. M., MacKenzie. S. B., & Bommer, W. H. (1996). Transformational leader behaviors and 
substitutes for leadership as determinants of employee satisfaction, commitment, trust, and 
organizational citizenship behaviors. Joumal of Management. Vol. 22(2}, pp. 259-298. 
Podsakoff, P. M., MacKenzie, S. B., Moorman, R. H., & Fetter, R. (1990). Transformational leader 
behaviors and their effects on followers' trust in leader, satisfaction, and organizational citizenship 
behaviors. The Leadership Quarterly. Vol. 1(2), pp. 107-142. 
Prentice. C .. & King, B. (2011). The influence of emotional intelligence on the service performance of 
casino frontline employees. Tourism and Hospitality Research. Vol. 11(1}, pp. 49-66. 
Price. J. L. (1997). Handbook of organizational measurement. International Joumal of Manpower. Vol. 
18(4/5/6}. pp. 303-558. 
Ramachandran. Y .. Jordan, P. J., Troth, A. C., & Lawrence, S. A. (2011). Emotional intelligence, emotional 
labour and organisational citizenship behaviour in service environments. International Journal 01 
Work Organir.ation and Emotion. Vol. 4(2}, pp. 136-157. 
Ravichandran, S., & Gilmore, S. A. (2007). Formation of organizational citizenship behaviors in students 
employed in university dining services: Impact of manager and co-worker behaviors. Joumal of 
Foodservice Business Research. Vol. 10(2}, pp. 19-50. 
Rodwell, J. J., Kienzle, R., & Shadur, M. A (1998). The relationships among work-related perceptions, 
employee altitudes, and employee performance: The integral role of communication. Human 
Resource Management. Vol. 37(34}. pp. 277. 
Rousseau, D. M., & Greller, M. M. (1994). Human resource practices: Administrative contract makers. 
Human Resource Management. Vol. 33(3}, pp. 385401. 
Schnake, M., & Dumler, M. P. (1997). Organizational citizenship behavior. The impact of rewards and 
reward practices. Joumal of Managerial Psychology. Vol. 9(2}, pp. 216-229. 
Schneider. B., & Bowen, D. E. (1985). Employee and customer perceptions of service in banks: Replication 
and extension. Joumal of Applied Psychology. Vol. 70(3}, pp. 423433. 
Schneider, B., & Bowen, D. E. (1993). The service organization: Human resources management is crucial. 
Organizational Dynamics. Vol. 21(4}, pp. 39-52. 
SeImeidef, S., Geklsteia, H. W., &SmitIl, I}. So {'IW5}, Tl'\e ASA framewotk. P~ Psychology. Vol. 
48, pp. 747-773. 
Smith, C. A., Organ, D. W., & Near. J. P. (1983). Organizational citizenship behavior. Its nature and 
antecedents. Journal of Applied Psychology. Vol. 68(4). pp. 653-663. 
Sun, L.-Y., Aryee, S., & Law, K. S. (2007). High-performance human resource practices. citizenship 
behavior, and organizational performance: A relational perspective. Academy of Management 
Joumal. Vol. 50(3), pp. 558-577. 
Tang, T. W., & Tang, Y. Y. (2012). Promoting servlce-orlented organizational citizenship behaviors in 
hotels: The role of high-performance human resource practices and organizational social climates. 
International Joumal of Hospitality Management. Vol. 31 (3), pp. 885-895. 
Tanke, M. L. (2001). Human Resources Management for The Hospitality Industry. (2nd ed.). United States: 
Thomson Leaming. 
Tourism Malaysia. (2013). Tourist amvals and receipts to Malaysia. [Online). RetrieVed December 27. 
2013. from http://corporate.tourism.gov.my 
Tourism Malaysia. (2014). Malaysia Hotels & Rooms Supply. [Online). Retrieved Febuary 16. 2014. from 
http://www.tourism.gov.my/facts flQures/ 
Tsui, A. S., Pearce. J. L., Porter. L. W .• & Tripoli. A. M. (1997). A1temative approaches to the employee-
organization relationship: Does investment in employees payoff? Academy of Management 
~. Vol. 40(5). pp.1089-1997. 
Tyler. T. R. (1999). Why people cooperate with organizations: An identity based perspective. In R I. Sutton 
& B. M. Slaw (Eds.), Research in Organizatjonal Behavior. (pp. 201-247). Greenwich, CT: JAI 
Press. 
Uen, J. F., & Chien, S. H. (2004). Compensation structure. perceived equity and Individual performance of 
R&D prgfessionals. Joumal of American AcademY of Business. Vol. 4(1/2), pp.401405. 
van Dick. R.. van Knippenberg, D .• Kerschreiter. R.. Hertel, G., & Wieseke, J. (2008). Interactive effects of 
work group and organizational IdentifICation on job satisfaction and extra-role behavior. Journal of 
Vocational Behavior. Vol. 72(3). pp. 388-399. 
van Dijke, M .• De Cremer, D., Mayer, D. M .• & Van Quaquebeke, N. (2012). When does procedural faimess 
promote organizational citizenship behavior? Integrating empowering leadership types In relational 
justice models. Organizational Behavior and Human Decision Processes. Vol. 117(2), pp. 235-248. 
Van Vuuren, M., De Jong, M. D., & Seydel. E. R. (2007). Direct and indirect effects of supervisor 
communication on organization commitment. Corporate Communication: An Intemational Journal. 
Vol. 12(2), pp. 116-128. 
Wang, M.-L. (2009). Does organizational support promote citizenship in service settings? The moderating 
role of service climate. Joumal of Social Psychology. Vol. 149(6}, pp. 648-676. 
Wayne, S. J., Shore, L. M., Bommer, W. H., & Tetrick, L. E. (2002 ). The role of fair treatment and rewards 
In perceptions of organizational support and leader-member exchange. Joumal of Applied 
Psychology. Vol. 87(3}, pp. 590-598. 
Wayne, S. J., Shore, L. M .• & Liden, R. C. (1997). Perceived organizational support and leader-member 
exchange: A social exchange perspective. Academy of Management Joumal. Vol 40(1). pp. 82· 
111. 
Williams, L. J., & Anderson, S. E. (1991). Job satisfaction and organizational commitment as predictors of 
organizational citizenship and in-role behaviors. Journal of Management. Vol. 17(3). pp. 601-617. 
Wood, S. J., & Wall. T. D. (2002). Human Resource Management and BusinesS PertonDance. 
Harmonsworth: Penguin. 
World Travel & Tourism Council. (2013). Malaysia Travel & Tourism Eoonomlc Impact 2013. United 
Kingdom. 
Yan~, Y.-C. (20m High-involvemenl human nesource practices, affective comlllitment. and organizational 
citizenship behaviors in service setting. The Service Industries Joumal. Vol. 32(8). pp. 1209-1227. 
Yeh, S.-P. (2011). The effects of fairness perception of performance appraisal on psychological contract 
and organizational citizenship behavior. Journal of Information and Optimization Sciences. Vol. 
32(3), pp. 685-696. 
Zhu, W., Newman, A., Miao, Q., & Hooke, A. (2013). Revisiting the mediating role of trust in 
transformati'Jnal leadership effects: Do different types of trust make a difference? The Leadership 
Quarterty. Vol. 24(1), pp. 94-105. 
ACKNOWLEDGEMENT 
The authors would like to express their gratitude to Universiti Sains Malaysia for providing the grant 
(1001/PMGT/816193) to fund this research. 
LINKING SELECTIVE HIRING TO ORGANIZATIONAL COMMITMENT: EVIDENCE FROM THE HOTEL 
INDUSTRY OF MALAYSIA 
ABSTRACT 
Aizzat Mohd. Nasurdin 
School of Management 
Universiti Sains Malaysia 
And 
Noor Hazlina Ahmad 
School of Management 
Universiti Sains Malaysia 
And 
Tan Cheng Ling 
Graduate School of Business 
Universiti Sains Malaysia 
This study investigates the relationship between selective hiring and organizational commitment. 
Analysis using Partial Least Squares technique of data from 290 frontiine hotel employees in Peninsular 
Malaysia revealed that selective hiring has a significant positive effect on organizational commitment. 
Theoretical discussion, practical implications, limitations. and directions for future research are provided. 
Key Words: Organizational commitment. selective hiring, frontline employees, hotels, Malaysia. 
INTRODUCTION 
Since 1990. the Malaysian government has been putting great effort in promoting Malaysia as a 
worldwide tourist destination in its attempt to multiply the source of national income. Since then, a rapid 
growth in the number of tourist arrivals to Malaysia has been observed (Ministry of TOUrism and Culture 
Malaysia. 2014). The increase in tourist arrivals has spurred private companies to invest Into the hotel 
business in Malaysia because accommodation accounts for about 31 percent of tourists' spending as 
reported by the Ministry of Tourism (2011). As a consequence. the number of hotels in Malaysia soared 
from 1492 units in 2000 to 2724 units in 2012 (Tourism Malaysia, 2014). The development of hotel 
establishments has stepped up competition. Since hotels provide nearly identical services. one way in 
which they can distinguish themselves is on the basis of seNice quality. In fact, Ma and Qu (2011) 
suggested that delivering service of high quality is the key competitive strategy for hotels. Because of this, 
hotels need to have a committed and loyal workforce. Maxwell and Steele (2003) asserted that in a 
~ seMCIHlriented context $lIch ~s that of thehotel industry, securing employee commitment will 
ultimately improve organizational performance and success. AccordIng to Maxwell and Steele (2003). 
commitment positively affect employee performance since committed employees expressed persistence in 
completing their in-role tasks and achieving goals, more prepared to accept change, and more willing to 
assume extra-role tasks. Within the service environment these outcomes will lead to enhanced service 
quality. Since fronUine employees have direct and frequent face-to-face interactions with customers, they 
playa crucial role In linking a firm with its customers and thus in building good relationships. In other words, 
employees' level of commitment will have a major influence on customers' perceptions of service quality 
and subsequent satisfaction. As previously mentioned, since commitment affect performance, it would be to 
the hotel's best interest to secure employee commitment. Therefore, there is a great need to understand 
factors that elicit their commitment 
A review of the existing literature indicates that organizational commitment brings about in 
functional outcomes. According to scholars (FiOrito, Bozeman, Young, & Meurs, 2007; Kazlauskaite, 
Buciunidne, & Turauskas, 2006; Lee, Nam, Park, & Lee, 2006; Mowday, 1998; Paulin, Ferguson, & 
Bergeron, 2006; Schneider & Bowen, 1985; Singh, 1998), frontiine employees who possess higher 
organizational commitment are bound to embrace the firm's customer-oriented values, observed better 
attendance, tend to stay longer with the organization, exhibit lower levels of role stress, more likely to 
exhibit extra-role behavior, and deliver the highest level of service quality. As a result, organizational 
commitment has emerged as an important construct in organizational research. 
Organizational commitment is defined in terms of the relative strength of an individual's 
identification with and involvement in a particular organization (Mowday, Steers, & Porter, 1979). Basically, 
organizational commitment is considered to be a bond linking the Individual to the organization (Mathieu & 
Zajac, 1990). A perusal of the extant literature indicates that In a majority of these studies, organizational 
commitment has been viewed as a general affective response of an employee to the organization as a 
whole. In other words, this form of commitment Is referred to as affective commitment. Given the 
importance of commitment, Mathieu and Zajac (1990) in their meta-analysis have identified several 
categories of antecedents which include personal characteristics, job/role cl'aracteristlcs, group-leader 
relatiOns, and organizational characteristics. Of these, the effective management of a firm's human 
resources has been advocated by some authors (Harter, Schmidt, & Hayes, 2002; Huselid, 1995) as a 
strategic move for firms to generate greater knowledge, motivation, synergy, and commitment among their 
workforce. This is because human resource management (henceforth labelled as HRM) practices create 
conditions where employees become highly involved in the organization and work hard to accomplish the 
organization's goals. According to several scholars (Boon, Belschak, Den Hartog, & Pljnenburg, 2014; 
Morrison, 1996; Snape & Redman, 2010), how an organization manages its human resources (which can 
be discemed from its HRM practices) sets the tone and conditions of the employee-employer relationship. 
When such relationship is regarded as that of social exchange (Blau, 1964) where the norm of reciprocity 
(Gouldner, 1960) applies, employees would be more likely to become committed to their organization. 
Despite the importance of HRM practices, its potential impact In stimulating employees' 
commitment has received far less attention than it deserves (Meyer & Smith, 2000). Moreover, Mowday 
(1998) calls for more studies linking HRM practices and employee commitment at both the organizational 
and individual-level of analyses. Although many HRM practices have been Identified as possible predictors 
of organizational commitment, in this study, our focus is on selective hiring. This is because as noted by 
Berger and Ghel (1995), selecting and hiring effective employees is critical to successful hotel operation. 
According to Berger and Ghei (1995), while effective employees can work In and around Inefficient 
organizational structures, even the best organization functions poorly when staffed with ineffective 
employees. +Ili&~~for IlospitaIity organizations such at bQtel~. YIh~reJ)OO-"JlE!rforming employees 
would have a detrimental effect on customer satisfaction. Moreover, since labor turnover lUIS ceen snown 
to be unacceptably high in the hotel industry (Kennedy & Berger, 1994), hiring practice is considered an 
essential tool in addressing labor shortage. In addition, most of the research on commitment was carried 
out in westem setting such as that of North America (Meyer, Stanley, Herscovitch, & Topolnytsky, 2002). 
Since cultural differences may playa role in explaining the antecedents of employee commitment (Chan, 
Tong-qing, Redman, & Snape, 2006), the present study, which provides empirical evidence from a 
Malaysian context, would be able to enrich the existing literature. In light of the above-mentioned gaps, the 
significant contribution of the tourism industry to Malaysia's national income, the need for hotels to retain 
their employees and remain competitive, and the key role of frontline employees' attitudes in delivering 
services to customers, this study seeks to explore the effect of selective hiring on organizational 
commitment of frontline hotel employees in Malaysia. 
LITERATURE REVIEW 
Organizational Commitment 
The concept of organizational commitment has been defined in many ways (Allen & Meyer, 1990; 
Mathieu & Zajac, 1990; O'Reilly & Chatman, 1986; Reichers, 1985). According to Mowday et al. (1979), the 
concept of commitment can be characterized by at least three factors: (a) a strong belief in, and 
acceptance of, the organization's goals and values, (b) a willingness to exert considerable effort on behalf 
of the organization; and (c) a strong desire to remain in the organization. This form of commitment is 
viewed as unidimensional and focuses on the affective attachment between the Individual and the 
organization. Other scholars, however, have expanded the commitment conceptualization to include other 
forms of attachment. For example, Allen and Meyer (1990) distinguished between three forms of 
commitment: affective, continuance, and normative. O'Reilly and Chatman (1986) suggested that the bond 
between an employee and the organization could take three forms: compliance, identification, and 
intemalization. Nevertheless, these conceptualizations have some overlaps. Mowday (1998) in his review 
of organizational commitment noted that his earlier approach to commitment as reported in Mowday et al. 
(1979) is similar to O'Reilly and Chatman's (1986) intemalization dimension and Allen and Meyer's (1990) 
concept of affective commitment. A review of the literature indicates that affective commitment is the most 
commonly studied type of commitment. 
Human Resource Management (HRM) Practices 
The infiuence of HRM practices on performance at the organizational, group, and individual level is 
an important topic in the fields of human resource management, industrial relations, and industrial and 
organizational psychology. Basically, HRM practices have been viewed as organizational activities that are 
directed at managing the pool of human resources and ensuring that resources are employed towards the 
fulfilment of organizational goals (Schuler & Jackson, 1987). Within the hospitality literature, HRM practices 
refer to an individual's perceptions of the extent of implementation of the stnategies, plans, and prognams 
used to attract, motivate, develop, reward, and retain the best people to meet organizational goals (Dittmer, 
2002). Despite its eminence, Kusluvan, Kusluvan, IIhan, and Buyruk (2010) asserted that the hospitaltty 
industry has been reputed to have poor HRM practices. 
In the hospitality litenature, several studies have examined the effects of individual HRM practices 
coemployee COllllllitlliellt, which include empowerment {Kazlauskalte ill aI., 200&,¥8fl§, 2G4-2t, ~ 
mentoring/development (Chew & Wong, 2008; Hemdi, 2009), recognition (yang, 2012), competence 
developmenVtraining (Doug, Ruth, & Lawson, 2001; Hemdi, 2009; Roehl & SWerdlow, 1999; Yang, 2012), 
compensation/rewards (Doug et aI., 2001; Walsh & Taylor, 2007; Yang, 2012), infoonation sharing (yang, 
2012), orientation (Lundberg & Young, 1997), and performance appraisal (Doug et aI., 2001; Hemdi, 2(09). 
To our knowledge, none have looked into the impact of hiring practices on employee commitment Moreover, 
despite the Influential role of the above-mentioned HRM practices on commitment, we are of the opinion that 
selective hiring should be a major concem for hotels. This is because faulty and Inadequate hiring processes 
have been identified as one of the main causes of tumover (Groves, Martin, & Back, 2001). In addHion, there 
is little evidence of systematic selection practice to identify quality service attributes among potential 
employees in the hotel industry (Lockyer & Scholarios, 2004). Besides, several scholars (Allen & Meyer, 
1990; Louis, 1980; Wanous & Reichers, 2000) have noted that the early stage of amployees' experience In 
the organization is an important determinant in shaping employees' subsequent attitudes and behaviors. 
This choice of specific practice is deemed appropriate especially in the Malaysian hotel industry which is 
plagued with the problem of high employee tumover as remarked by Ahmad and Scott (2014). According to 
Ahmad and Scott (2014), the need to resolve labor shortages has driven hotels to continually hire people 
for replacement purposes. Bearing this in mind, our focus is on the role of selective hiring in eliciting 
organizational commitment 
Selective Hiring and Organizational Commitment 
Selective hiring refers to the rigor of hiring as Indicated by applications per vacancy (Fiorito et aI., 
2007). Selective hiring Involves several activities, which Include careful matching between job applicant and 
job requirements, a conscious attempt to attract the best talent from the job market as well as offering 
higher compensation to retain the talent In the organization (FIOrito et aI., 2007). In the present study, 
selective hiring may have a positive effact on organizational commitment of employeas besed on two major 
reasons. First, when employees realized that the organization has invested substantial effort and costs In 
selecting them, they may believe that the organization values them and is committed to them (Fiorito et aI., 
2007). As a result, employees may experience a felt obligation to repay the organization through increased 
commitment (Aryee, Budhwar, & Chen, 2002; Eisenberger, Armel!, Rexwinkel, Lynch, & Rhoades, 2001). 
Second, the careful match between job applicant and organization's values would result 111 a person-
organization fit, which may help new employees to accept and believe in organizational goals and values, 
which in turn, lead to greater commitment (Caldwell, Chatman, & O'Reilly, 1990; Dessler, 1999; 
Kazlauskaite et aI., 2006; O'Reilly & Chatman, 1986). This line of argument is evidenced In the study by 
Iplik, Jilic, and Yalcin (2011) who found that managers in Turkish five-star hotels who reported to have 
higher person-organizational fit showed higher organizational commitment and experienced lower stress 
level. A meta-analysis by Verquer, Beehr, and Wagner (2003) demonstrated that employees are more 
committed to the organization when their values are in congruence with that of their organization. In a study 
using a sample of 291 respondents from 45 firms, Caldwell et al. (1990) demonstrated that rigorous 
recruitment and selection procedures were associated with higher levels of employee commitment Thus, 
we propose the following hypothesis: 
H 1: Selective hiring wil! be positively related to the level of organizational commitment 
METHODOLOGY 
SampIe~Data CoIIaction Procedure 
Based on the directory of hotels in Malaysia published by the Ministry of Tourism (Ministry of 
Tourism, 2012), a total of 128 hotels were identified. These hotels were located in the northem, central, and 
southem regions of Peninsular Malaysia. Of these, only 29 hotels consented to participate In our survey. 
We distributed the survey packets addressed to the HR managers of the respective hotels using either mall 
or 'drop' and 'pick-up" method depending on the location of the hotel. Each of the survey packets contains 
10 questionnaires to be distributed to frontline employees worning in the front office department. Two 
weeks were given to respondents to complete the questionnaires. After the stipulated period, all 290 
questionnaires were collected back. These completed questionnaires were found to be useable and 
subsequently analyzed. 
Measures and Analysis 
Selective hiring was assessed using 5 items adapted from Chuang and Liao (2010) whereas 
organizational commitment was measured using 9 items adapted from Mowday et al. (1979). The response 
fomnat was based on a five-point Likert scale ('1" = 'strongly disagree' to "5' = 'strongly agree'). Our 
hypothesis was tested using the Partial Least Squares (PLS) method. The objective of PLS-SEM is to 
maximize the explained variance of the endogenous latent variable by estimating the structural model 
relationships (Hair, Ringle, & Sarstedt, 2011). The analysis of the research model was conducted in two 
stages which begin with the evaluation of measurement model followed by the structural model. The 
evaluation of the measurement model aims to gauge the reliability and validity of the model whereas the 
evaluation of the structural model is to test the significance of the path coefficients. 
RESULTS 
Descriptive Results 
Our participants consisted of 177 (61.0%) females and 113 (39.0%) males. The ethnic composition 
is as follows: Malays (69.0%), Chinese (18.3%), Indians (11.7%), and others (1.0%). A majority of the 
respondents (72.1%) were secondary school leavers. Slightly less than half (44.1%) of the sampled 
employees were married. The mean values for selected demographic variables are: age (27.5 years), job 
tenure (4.3 years), organizational tenure (4.4 ye'3rs). Meanwhile, the descriptive scores for selective hiring 
(mean=3.85; SD=0.64) and organizational commitment (mean=3.92; SD=O.72) were considered moderate. 
Measurement Model Results 
Table 1 presents the result of the measurement model. As shown, all the items' loadings (0.749-
0.884) surpassed Chin's (1998) cut-off value of 0.70. Likewise, the composite reliability of the constructs 
(0.912 - 0.954) exceeded the 0.70 ceiling value recommended by Fomell and Larcker (1981). Therefore, it 
can be concluded tllat our measurement model is reliable. We also examined the validity of the 
measurement model based on its convergent validity and discriminant validity. As depicted in Table 1, all 
the AVE values (0.676 - 0.699) exceeded Fomell and Larcker's (1981) threshold value of 0.5, indicating 
that the measurement model has convergent validity. 
Table 1 
Results of the Measurement Model 
Construct Items Loadings 
Organizational Commitment OC1 0.784 
OC2 0.862 
OC3 0.808 
OC4 0.786 
OC5 0.883 
OC6 0.871 
OC7 0.850 
OC8 0.843 
OC9 0.833 
Selective Hiring SH 1 0.820 
SH 2 0.859 
SH 3 0.884 
SH 4 0.792 
SH 5 0.749 
Compollte 
Reliability 
0.954 
0.912 
AVE 
0.699 
0.676 
Table 2 shows that the SQuare roots of the AVE of the latent variables exceeded the correlations of 
other constructs. We observed that the loadings for each construct are greater than all of its cross-Joadings. 
Based on the recommendation by Fomell and Larcker (1981), we concluded that the measurement model 
has adequate diSCriminant validity. 
Variable 
Organizational commitment 
Selective hiring 
Structural Model Results 
Table 2 
Discriminant Validity of the Measurement Model 
Organizational Commitment 
0.836 
0.579 
Selective Hiring 
0.822 
The effects of the control variables were also estimated. As portrayed in Table 3, of the seven control 
variables, academic qualification and marital status were found to have some Significant effect on the 
endogenous variables. However, the R-square changes for both variables were considered negligible 
based on Cohen's (1988) interpretation. Hence, we decided to exclude the control variables in our 
hypothesis testing. 
Table 3 
Assessment of Control Variables 
Organizational Commitment 
Control Variable Beta t-value R2 Change 
Academic Qualffication -0.192** 3.746 0.036 
Age 0.014 0.303 0.000 
Ethnicity -0.158 1.590 0.024 
Gender -0.042 0.940 0.001 
Marital Status 0.096' 2.009 0.009 
Job Tenure 0.027 0.497 0.000 
Organizational Tenure 0.016 0.284 0.000 
Figure 1 depicts the beta coefficient of the proposed relationship whereby a positive and significant 
mlationship exists between selective hiring and organizational commitment (~ = 0.579, P < 0.01). Therefore, 
our hypothesis was supported. The results of the structural model also demonstrated that selective hiring 
was able to explain 3~.5% of the variance in organizational commitment. 
Figure 1 
Path Coefficients and R-Square of the Research Model 
SH~ 
Selective Hiring 
DISCUSSION,IMPLICATIONS, AND LIMITATIONS 
The present study seeks to examine the effect of selective hiring on organizational commitment 
Our statistical result provides evidence that selective hiring, an individual HRM pracUce, has a positive and 
significant effect on organizational commitment. Our present finding is consistent with that of Caldwell et al. 
(1990). As noted by Fiorito et al. (2007), selective hiring which suggests a stringent recruitment and 
selection system Involving significant costs and effort conveys a message to those employees who are 
selected that the organization values them and are committed to take care of them. In a social exchange 
context (Blau, 1964), employees are likely to feel obligated to repay the organization through increased 
commitment. In addition, selective hiring implies careful matching between job applicants and the 
organization's culture, thereby, ensuring a better person-organization fit, which subsequently lead to 
greater commitment. 
For practitioners, our findings suggest that hiring selectivity may foster greater organizational 
commitment. Specifically, hotels should have a clear and well-defined list of desired values, attitudes, and 
behaviors. These attributes will enable recruiters to have a better guideline when selecting candidates. 
Besides, to increase the fit between the candidate and the job, hotel managers shOUld provide a more 
realistic description about work during the job interview. In this way, job candidates would be able to make 
better decisions which ultimately lead them to experience greater satisfaction and commitment. Fostering 
employee commitment would represent one way to reduce employee tumover which has been regarded by 
previous researchers (Ahmad & Scott, 2014; Alonso & O'Neill, 2009) as the greatest challenge faced by the 
hotel industry. 
Although this study makes an important contribution to the hospitality literature, it is limited by two 
main concems. Firs~ confining our sample to fronUine employees from large hotels In Malaysia may limit 
generalizabillty of the findings. Extending the research to Include medium and small-sized hotels as well as 
other segments of the hospitality industry such as lodging, restaurants, and theme parks may improve the 
generalizability of the results. Second, data collected were cross-sectional which limit our ability to make 
causal inferences. in future, given that commitment may vary over time (Reid, Allen, Riemenschneider, & 
Armstrong, 2008), a longitudinal approach would be more fruitful. 
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Abstract In recognition of the contribution of tourism industry to the country's 
growth, it is of pivotal importance to delve into the factors that could enhance the 
effectiveness of service delivery of hotel employees. Based on this premise, a model 
linking training, compensation, and service-oriented organizational citizenship 
behaviors is tested. Data were collected from a questionnaire survey on 580 cus-
tomer-contact employees from 29 hotels in Malaysia. Analysis using partial least 
square method revealed that both training and compensation have direct effects on 
the specific dimensions of service-oriented citizenship behaviors. This implies that 
continuous training and favorable compensation are important to foster service-
oriented citizenship behavior among hotel employees. 
Keywords Service-oriented citizenship behavior· Training· Compensation· 
Customer-contact employees· Hotels 
1 Introduction 
The tourism industry represents a major source of new growth and a key driver in 
the development of the service sector in Malaysia, as reported in the Tenth Malaysia 
Plan (2011-2015). The industry is projected to be a fundamental exchange eamer, 
contributing to growth, investment, and employment opportunities. A glance at the 
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statistics on tourists' arrivals and receipts to Malaysia reported by Tourism Malaysia 
(2013) showed an ascending yearly trend. For instance, tourists' arrivals rose from 
23.65 million in 2009 to 25.03 million in 2012. As a result, tourists' receipts also 
increased from 53.4 billion Malaysian Ringgit to 60.6 billion Malaysian Ringgit. 
With this upward trend of tourism growth, the tourism industry is targeted to 
increase total gross national income (GNI) by RM67 billion to reach RMI04 billion 
by 2020 (Ministry of Information Communications and Culture 2011). This goal is 
not surprising given the substantial impact of the tourism trade to Malaysia's 
economy. For instance, tourism industry has generated RM74.6 billion to GNI in 
2012 compared to RM36.9 billion in year 2009 (Economic Transformation Program 
2013). This has led tourism to become the fifth largest indUStry in the country after 
oil, gas, and energy; financial services, wholesale, and retail; and palm oil (Tourism 
Malaysia 2013). By 2020, the tourism industry is envisaged to contribute as much as 
RMI03.6 billion in GNI, with an estimated 36 million tourists' arrivals (Tourism 
Malaysia 2013). 
The escalation in the number of tourist arrivals over the years has resulted in the 
speedy development and construction of hotel establishments in Malaysia. In 2012, 
Malaysia has 2,724 units of hotels compared to 2,707 units in year 2011 (Malaysian 
Association of Hotels 2013). Similarly, the number of rooms supply has also 
increased from 193,340 units in year 2011 to 195,445 units in year 2012 (Malaysian 
Association of Hotels 2013). The increase in the number of hotel establishments in 
Malaysia has intensified competition among hotels for market share. This 
development also caused hotels to face the challenging tasks of coping with more 
demanding customers, since customers now have more choices of hotels. Under 
such circumstances, the likelihood for hotel guests and customers to demand greater 
value for their money would be greater. A study by Poon and Low (2005) identified 
hospitality as the most influential factor in determining the overall satisfaction level 
of Asian and Western travelers that will lead to revisit intention. Regrettably, a 
study by Lau et al. (2005) on 286 customers from five selected lUXury (i.e., 4 and 
5-star) hotels in the Klang Valley discovered that customers' perceptions of the 
overall hotels' service quality across the five dimensions (reliability, responsive-
ness, assurance, empathy, and tangibility) still fell short of their expectations. 
In the hotel setting, customer-contact employees who assist their peers who are 
temporarily burdened with work in handling guests' requests and complaints, 
provide informal mentoring to lesser skilled staff, and display acts of courtesy and 
goodwill to guests, are bound to contribute to better service. These extra work-
related behaviors, which are beyond those specified by formal job requirements and 
measured by formal appraisals, are referred to as organizational citizenship behavior 
(hereafter referred to as OCB). Such rbehaviors have been recognized as having the 
ability to increase a firm's competitive advantage through the provision of 
functional outcomes such as enhanced reputation, greater customer satisfaction and 
retention. and higher profitability (Wang et al. 2003). In the case of hotels, Arnett 
et al. (2002) argued that since many of the attributes and serviceiiffieY-oIfercan be 
easily imitated by competitors (such as price of rooms), successful hotels must build 
customer loyalty using factors other than product and service attributes. From an 
internal marketing perspective, the authors suggested that hotels should pay 
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attention to their employees particularly those at the frontline by developing a good 
relationship with them, which ultimately will encourage them to continually 
improve the way they treat and serve customers. Because the hotel industry has 
become one of the most competitive of all service industries, traditional hotels are 
forced to find ways to retain current customers. Hartline and Jones (1996) suggested 
that one viable way for hotels to combat competition is to increase their level of 
service quality through the performance of their customer-contact employees, which 
include OCBs. 
Given the importance of OCBs to service industry, numerous studies have been 
devoted on identifying the antecedents of OCBs which include job satisfaction 
(MacKenzie et aI. 1998; Williams and Anderson 1991), organizational commitment 
(O'Reilly and Chatman 1986; Williams and Anderson 1991), fairness (Cohen-
Charash and Spector 2001; Erturk 2007; Konovsky and Pugh 1994; Moorman 
1991), perceived organizational support (Armeli et aI. 1998; Rhoades and 
Eisenberger 2002), and transformational leadership (Piccolo and Colquitt 2006; 
Podsakoff et al. 1996). Nonetheless, still much remains unexplored about specific 
organizational practices that may induce OCBs. According to Morrison (1996), an 
organization's human resource management (hereafter labeled as HRM) practices 
can create an environment that encourages more OCBs from employees through 
certain processes such as social exchange. In fact, a major function of HRM is to 
..::ultivate an appropriate psychological contract (Rousseau and Greller 1994). In 
addition, other scholars (Rousseau and Greller 1994; Tsaur and Lin 2004) noted that 
how an organization manages its human resources sets the tone and conditions for 
the employ\!e-employer relationship. To the extent that an organization's HRM 
practices create a social exchange relationship (Blau 1964), employees will be more 
likely to perform OeBs because such practices will engender a sense of obligation 
on the part of the employee to reciprocate. One avenue of reciprocation would be 
through the display of various forms of positive attitudes and behaviors. This line of 
thought concurs well with Schneider and Bowen's (1985) finding that employee 
perceptions of HRM practices were significantly related to customers' perceptions 
of service qUality. According to them when employees feel well treated by their 
organization's human resource management practices, they will be able to devote 
more energy and other resources to effectively treating their customers. 
Many researchers (Acquaach 2004; Shahnawaz and Juyal 2006; Sun et aI. 2007; 
Tsaur and Lin 2004; Tsui et al. 1997; Zerbe et aI. 1998) have provided evidence on 
the effects of HRM practices on service-related behaviors including OCBs. Some of 
these practices include recruitment and selection, training, performance appraisal, 
compensation, empowerment, information sharing, participation, and career devel-
opment. Nevertheless, despite the flood of research on OCBs, which has been 
mostly undertaken in Western countries particularly North America, the focus has 
generally been on more general forms of OCBs which can be broadly applied across 
different types of organizations arid positions (Bettencourt etm. Wei). In the 
context of Malaysia too, there exists several publications in this area, which have 
been solely based on Organ's (1988) five· dimensional conceptualization of OCBs 
(Hemdi et aI. 2007; Ishak et al. 2003; Nasurdin and Ramayah 2003). In addressing 
previous gaps in the OCB literature, Bettencourt et al. (2001) proposed that in 
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service settings involving customer-contact employees, more research needs to 
focus on specific forms of OCBs such as service-oriented OCBs (from now on 
known as SO-OCBs). This is due to many reasons which include the intangible and 
non-standardized nature of services and the specific requirements needed by 
frontline employees as "boundary-spanners" for the organization. Hence, there is 
further need to address the deficiency in research on SO-OCBs particularly within 
the context of a developing country like Malaysia. 
In the past, even though HRM practices have been recognized as a determinant of 
organizational performance, limited focus has been given on its impact from the 
perspective of employees' service-related behaviors and service quality (Tsaur and 
Lin 2004). Of the various HRM practices that have been argued to affect 
employees' performance particularly within the hotel context, training and 
compensation emerged as the two prime and popular practices (Davies et al. 
2001; Gonzalez and Garazo 2006; Sun et al. 2007; Tang and Tang 2012; Tsaur and 
Lin 2004). In a comprehensive study on "best" practices in the lodging industry, 
training and compensation have been identified as a critical area in enhancing 
service quality, reducing labor costs, and increasing productivity (Enz and Siguaw 
2000). According to Enz and Siguaw (2000), training helps employees to enhance 
their intrinsic motivation through their own competence, whereas compensation is 
regarded as a powerful communicator of organizational priorities and an important 
component of successful performance improvements. Since there is evidence that 
organizations within the hospitality sector pay their workers less on average than do 
other businesses (Woods 1999), remuneration becomes highly valuable to 
employees and an essential issue to be addressed (Simons and Enz 1995). 
Therefore, the aim of the present study was to examine the effect of these two HRM 
practices on SO-OCBs of customer-contact hotel employees in Malaysia. 
The remainder of this paper is organized as follows: Sect. 2 provides the 
theoretical background of the study and related hypotheses, while Sect. 3 describes 
the methodology. We highlight the results of our analysis in Sect. 4. We present our 
discussion of the findings, implications, and limitations in Sect. 5. 
2 Theoretical background and hypotheses 
2.1 OCB and SO-OCB 
OCB is a type of discretionary individual behavior that is beneficial for an 
organization but falls outside of an employee's formal role requirements (Organ 
1988). Employees are usually neither rewarded for engaging in organizational 
citizenship behavior nor are they punished for a lack of such behavior (Organ 1988). 
According to Organ (1988), OCB composed of five dimensions including altruism, 
conscientiousness.§pQrtsmlUlship, courtesy, and civic virtue. Although several other 
taxonomies of OCB-like behaviors have been proposed and operationalizeiI"Csee 
LePine et aI. 2002), most empirical research in a variety of settings has relied on 
Organ's (1988) five-dimensional framework. 
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SO-OCB, on the other hand, has been broadly defined as discretionary behavior 
perfonned by customer-contact employees in a service organization that surpass 
their fonnal role prescriptions (Bettencourt and Brown 1997). This specific fonn of 
OCB is more appropriate given the special role played by service employees in 
aealing with customers and representing the organization to outsiders (Bettencourt 
et al. 2001; Bonnan and Motowidlo 1993). Bettencourt et al. (2001) developed a 
typology of service-oriented OCBs. According to Bettencourt et al. (2001), SO-
COBs consist of three dimensions: (1) loyalty; (2) service delivery; and (3) 
participation. Loyalty OCBs relate to behaviors involving acting as advocates to 
outsiders not only of the organization's products and services but also of its image. 
Participation OCBs relates to actions such as taking individual initiative especially 
in communications, to improve their own service delivery and that of their 
organization and peers. Service delivery OCBs involves behaving in a conscientious 
manner in activities surrounding service delivery to customers. In the hotel 
environment, given the heterogeneous and fast-evolving customer preferences 
(Raub 2008), SO-OCBs is deemed pivotal in enriching not only service quality but 
also customer satisfaction, which ultimately results in their retention. Specifically, 
SO-OCBs promotes a more effective service delivery procedure, provides improved 
service quality, establishes a more pleasant customer interaction, and offers more 
innovative ideas for services improvements and gaining a higher customer 
satisfaction (Tang and Tang 2012). 
2.2 HRM and HRM practices 
HRM generally encompasses those activities and practices designed to provide for 
and coordinate the human resources of an organization (Byars and Rue 2008). These 
activities include human resource planning, recruitment, selection, human resource 
development, compensation and benefits. safety and health, employee and labor 
relations, and others. Kusluvan et a1. (2010) in their review of HRM issues in the 
tourism and hospitality industry identified two streams of research on HRM. The 
tirst stream examined individual practices such as recruitment and selection 
(Garavan 1997; Lockyer and Scholarios 2004), perfonnance appraisal (Davies et al. 
2001; Woods et al. 1998), empowerment and involvement (Dewald and Sutton 
2000; Sparrowe 1994), career development (Nebel et a1. 1995; Ng and Pine 2003), 
and compensation including wages and benefits (Davies et al. 2001; Lee and Kang 
1998).The second stream comprises a few studies analyzing the impact of various 
sets of HRM practices. These studies applied the systems approach by linking HRM 
practices to employee, customer, and organizational outcomes. However, according 
to Kusluvan et al. (2010), both streams of research have concluded that individual or 
bundles of HRM practices in the tourism and hospitality industry are considered 
underdeveloped and inferior compared to other industries. In a similar vein, despite 
these constrafnts, tfiere has been increaslngTevel ofInterest on ru:gherusage ofHRM 
practices in the hotel industry (Hoque 1999). As previously mentioned, HRM 
practices have functional behavioral outcomes. This relationship is based on the 
premise of social exr,hange (Blau 1964) and the nonn of reciprocity (Gouldner 
1960). Morrison (1996) argued that an organization's approach to HRM is 
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fundamental in establishing an employee-employer relationship based on social 
exchange. Under such condition, employees are more likely to display SO-OCBs, 
which in tum, lead to better service performance. 
Despite the importance of HRM. Zacharatos et al. (2007) asserted that there is 
still a lack of consensus of what constitutes appropriate HRM practices. This line of 
thought is consistent with Boselie et al. (2005) who reiterated that HRM can 
consists of whatever practices that researchers wish to investigate or what their 
samples and data sets dictate. To resolve the issue of HRM conceptualization, we 
opted to follow the approach taken by previous researchers by identifying common 
HRM practices that have been found to affect service employees' attitudes and 
behaviors. A review of the literature in hotel settings (Davies et al. 2001; Gonz8.lez 
and Garazo 2006; Sun et al. 2007; Tang and Tang 2012; Tsaur and Lin 2004) 
indicate that of the many HRM practices studied, two practices were found to be 
prominent which are training and compensation. These two practices are believed to 
be fundamental to the service performance of customer-contact employees. Bearing 
this in mind and in the interest of parsimony, these two practices were considered in 
this study. Hence. the following section will focus on these two HRM practices and 
their potential influence on SO-OCBs of customer-contact hotel employees. 
2.3 Training 
Training refers to a planned effort by a firm to facilitate employees' learning of job-
related competencies which include knowledge, skills, or behaviors that are critical 
for successful job perfonnance (Noe et al. 2010). According to Harel and Tzafrir 
(1999), training activities influence performance in two ways: (1) training improves 
the skills and abilities relevant to employees' tasks and development, which in tum, 
lead to greater job perfonnance, and (2) training increases employees' satisfaction 
and other positive attitudes related to their jobs and workplace, which eventually 
lead to greater display of positive behaviors. Training of employees can be regarded 
as a worthwhile investment due to its benefits on employees in t~rms of improved 
productivity, increased retention, higher satisfaction, and greater commitment 
(Lashley 2002). In the hotel business. Karatepe et al. (2007) insisted that training of 
frontline employees is necessary as they can make or break any business. Through 
training, employees can better understand customer needs and can align their 
delivery of service with customer expectations. In addition, Babakus et al. (2008) 
argued that training of task-related skills and behavioral skills are invaluable since it 
helps alleviate frontline employees' emotional exhaustion. According to Babakus 
et al. (2008), frontline service jobs require frequent interactions between customers 
and employees and failure to deliver effectively during service encounters will 
result in employees' emotional exhaustion. Through training, employees will 
acquire the task-related skills and behavioral skills necessary in dealing with 
G\lStQmel"'s needs and requests successfully. In this IIllUlller, em.ploye~~_feelings of 
frustration and exhaustion will be lessened. Several empirical studies which have 
been conducted in the hospitality and other service industries offered some support 
for the positive effect of training on frontline employees attitudes and behaviors 
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(Ashill et al. 2006; Babakus et al. 2003; Tang and Tang 2012; Tsaur and Lin 2004). 
These findings lead to our first hypothesis: 
HI: Customer-contact employees' perception of training will be positively 
related to their SO-OCBs. 
2.4 Compensation 
Compensation refers to all the extrinsic rewards employees receive in exchange for 
their work (Babakus et al. 2008). According to Byars and Rue (2008), compensation 
is usually composed of the base wage or salary, incentives or bonuses, and any 
benefits resulting from tlleir employment and position with the organization. In a 
similar vein, Namasivayam et al. (2007) in discussing hotels' compensation asserted 
that compensation can be divided into direct and indirect compensation. Direct 
compensation reflects base compensation such as salary and pay incentives like 
bonuses and profit-sharing. On the other hand, indirect compensation comprised 
benefits given to employees such as health insurance and unemployment insurance. 
Willis (2000) argued that compensation is the most critical issue when it comes to 
attracting and keeping talents. As a result, many leading-edge organizations have 
opted to offer attractive remuneration packages that are well above the market rate 
in order to attract, mctivate, and retain critical talents. According to Babakus et al. 
(2008), monetary rewtirds is highly relevant to frontline service employees working 
in hotels since they are associated with low-paying positions with minimal tangible 
rewards despite having to work long hours. Moreover, as noted by previous scholars 
(Babakus et al. 2008; Simons and Enz 1995), having appropriate levels of pay and 
other forms of rewards in place are crucial in motivating frontline employees to 
perform well in their service jobs in terms of delivering high quality service and 
dealing effectively with customers' needs, requests, and complaints. A central belief 
in the use of compensation is that money has the potential to influence behavior 
(Parker and Wright 2000). However, it is more appropriate for service organizations 
to reward their customer-contact employees on the basis of their behaviors (Hartline 
and Ferrell 1996; Schneider and Bowen 1985). Tying rewards to organization-wide 
performance convey the message that employees are responsible for activities that 
will help the organization accomplish its goals (Morrison 1996). Hence, employees 
are likely to adopt a broader view of their role requirements, which lays the 
foundation for social exchange relationships, which in turn, will motivate 
employees to engage in service-oriented behaviors such as OCBs (Morrison 
1996). A review of the literature indicates that there exist some empirical evidence 
linking compensation to employees' attitudes (e.g., commitment and intention to 
stay) and positive behaviors within the context of the hotel industry (Tang and Tang 
2012; Tsaur ~nd Lin 2004). In view of the aforementioned discussion, we posit the 
fallowing hypothesis: 
H2: Customer-contact employees' perception of compensation will be positively 
related to their SO-OCBs. 
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3 Methodology 
3.1 Sample and data collection 
The respondents of this study were customer-contact employees attached to the food 
and beverage (F&B) department and front office department of large hotels (labeled 
under four-star and five-star categorization) in Peninsular Malaysia. The authors 
initially contacted a total of 128 hotels located in three regions of Malaysia: the 
northern region (Perlis/KedahlPenang), central region (Kuala Lumpur/Selangor), and 
Southern region (MelakaiJohor) based on the list of hotels in Malaysia published in 
2010 by the Malaysian Association of Hotels (MAR). Of these, only 29 hotels agreed 
to participate in the study. Based on our preliminary discussion, questionnaire packets 
would be personally delivered or mailed to the HR managers. Each packet contained 
20 questionnaires, of which 10 questionnaires were to be distributed to customer-
contact employees working in the F&B department, and another 10 questionnaires to 
those working in the front office department. Two weeks were given after which 
respondents have to return their completed questionnaires to either the F&B manager 
or the front office manager of the respective hotels in a sealed envelope. Once all the 
assigned questionnaires have been collected, managers from the twO departments will 
return them to the HR manager. Since our data gathering period coincide with the 
hotels' peak time due to festive celebrations and school holidays, we could not collect 
our surveys immediately after the stipulated period. Nonetheless, after several follow-
up calls, we managed to collect all the 580 questionnaires within a period of3 months. 
All these completed surveys were found to be useable and subsequently analyzed, 
3.2 Measures and analysis 
Our independent variables relating to two HRM practices (training and compen-
sation) comprising 11 items were adapted from various sources (Chuang and Liao 
2010; Delery and Doty 1996). Meanwhile, SO~OCBs were measured using 16 items 
procured from Bettencourt et al. (2001). The measurement items for all variables of 
this study are listed in Table 1. Respondents responded to the items using a 5-point 
Likert-type scale with "I" = "strongly disagree" to "S" = "strongly agree". 
Since previous studies have shown that demographiC variables (such as age, gender, 
and organisation tenure) were correlated with SO-OCBs (Fiorito et al. 2007; 
Moorman 1991; Nasurdin et al. 2011), we treated them as controls. Our hypotheses 
were tested with Partial Least Squares (PLS) software developed by Ringle et al. 
(2005). We employed PLS-SEM, a second generation technique, to overcome the 
limitations associated with first-generation techniques, such as regression. The PLS-
SEM technique enables researchers to incorporate unobservable variables measured 
by indicators. Moreover, this approach facilitates accounting for measurement error 
for the obsen1ed \'lIrlables (Chin 1998), which cannot be performed using me first-
generation technique. The PLS-SEM technique involves separate assessment oT: (1) 
the measurement model, and (2) the structural model (Henseler et al. 2009). The 
measurement model examines the relations between the observed variables and 
latent variables. The measurement model is tested on its reliability (item reliability 
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Table 1 Measurement items pertaining HRM and SO-OCBs 
Variables Measurement items 
HRM (training) Extensive training programs are provided in this hotel for employees in this job 
In this hotel. employees in this job will normally go through training programs 
every few years 
There are formal training programs in this hotel to teach new hires the skills they 
need to perform their jobs 
Formal training programs are offered to employees in this hotel in order to 
increase their promotability 
HRM (compensation) On average, the pay level (including incentives) of employees in this hotel is 
higher than that of its competitors 
SO-OCBs (loyalty) 
SO-OCBs 
(participation) 
SO-OCBs (service 
delivery) 
The salaries and rewards of employees in this hotel are determined by their 
performance 
This hotel rewards employees for new ideas for improving customer services 
This hotel provides a variety of benefits to its employees 
This hotel attaches importance to the fairness of compensation/rewards to its 
employees 
Employees in this hotel receive monetary or nonmonetary rewards for great 
effort and good performance 
This hotel gives special rewards to employees who are excellent in serving 
customers 
I would like to tell outsiders that this hotel is a good place to work 
I often say good things about this hotel to others 
I generate favorable goodwill for this hotel 
I encourage my friends and family to use the products (i.e. rooms, food and 
beverage menus) and services (i.e. Spa package) of this hotel 
I actively promote the hotel's products (i.e. rooms, food and beverage menus) 
and services (i.e. Spa package) of this hotel 
I encourage my coworkers to contribute ideas and suggestions for service 
improvement in this hotel 
I contribute many ideas for customer promotions and communications 
I make constructive suggestions for service improvement 
I frequently present to others creative solutions to customer problems 
I take home brochures to read up on products and services of this hotel 
I follow customer service guidelines as best as possible 
I conscientiously follow guidelines for promotions 
I follow up in a timely manner to customer request and problems 
I perform duties with unusually few mistakes 
I always have a positive attitude at work 
Regardless circumstances, I am exceptionally courteous and respectful to 
customers 
and internal consistency) and validity (convergent validity and discriminant 
validity). The structural model specifies the relationship between latent variables 
using the bootstrapping approach. The structural model is assessed based on the 
significance of the path coefficients and R2 measures. 
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4 Results 
4.1 Sample profile 
Of those who completed the survey, 44.0 % were males while 56.0 % were females. 
Respondents age ranged from 17 to 66 years with an 'iverage of 26.9 years 
(SD = 6.7). A majority (61.6 %) of the respondents were Malays (68.4 %) followed 
by Chinese (16.6 %), Indians (11.7 %), and "others" (3.3 %) which include other 
ethnic minorities such as Iban, Kadazan, Sikh, and other nationalities such as those 
from Bangladesh, Philippines, and Pakistan. More than half of the sampled 
respondents were single (58.8 %). Regarding education, about 73.9 % were 
secondary school leavers (who hold either SPMlSPMV/STPM), followed by 
diploma/advance diploma level (17.8 %), In terms of work department, 50.0 % of 
the sample came from the Front Office and another 50.0 % from the F&B 
Department_ Besides, the average organizational tenure and job tenure for the 
sample is 4.2 years (SD = 4.6) and 4.1 years (SD = 4.9), respectively. 
4.2 Measurement model results 
We used the factor loadings, composite reliability (CR), and average variance 
extracted (A VB) to assess convergence validity. Convergent validity examines if a 
particular item measures a latent variable which it is supposed to measure (Urbach 
and Ahlemann 2010). As shown in Table 2, all items loadings were above Chin's 
(1998) proposed minimum value of 0.70. According to Barclay et al. (1995), the 
AVE measures the variance captured by the indicators relative to the measurement 
error, and it should be greater than 0.50 to justify using a construct. The AVE 
Table 2 Items loadings. composite reliability, and the average variance extracted far the measurement 
model 
Construct Items Loadings AVE CR 
Compensation Compensation1 0.827 0.719 0.947 
Compensation2 0.829 
Compensation3 0.860 
Compensation4 0.845 
CompensationS 0.865 
Compensation6 0.864 
Compensation7 0.846 
Training Training1 0.870 0.780 0.934 
Training2 0.892 
Training3 0.891 
Tralning4 &.~'19 
SO-OCBs Loyalty 0.869 0.798 0.922 
Participation 0.910 
Service delivery 0.900 
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Table 3 Discriminant validity of constructs 
Compensation 
Training 
SO-OCBs 
Compensation 
0.848 
0.750 
0.671 
Training 
0.883 
0.657 
SO-OCBs 
0.738 
Diagonals represent the square root of the average variance extracted while the other entries represent the 
correlations 
ranged from 0.719 to 0.798. In term of CR, Fornell and Larcker (1981) specifies 
0.70 as the minimum value for internal consistency for the latent variables. The 
composite reliability values in this study ranged from 0.922 to 0.947. Thus, it can be 
concluded that the measurement model is reliable and demonstrate adequate 
convergent validity. 
Next, the measurement model is tested on its discriminant validity. The 
discriminant validity of the measures was assessed by examining the correlations 
between the measures of potentially overlapping constructs. According to Compeau 
et al. (1999), items should load more strongly on their own constructs in the model, 
and the average variance shared between each construct and its measures should be 
greater than the variance shared between the construct and other constructs. As 
shown in Table 3, the square root of the AVE of the latent variable exceeded the 
correlations of other constructs. Table 4 presents the cross loading for each items. 
The result shows that all items indicated sufficient convergent and discriminant 
validity as the loading of each indicator is greater than all of its cross-loadings (Chin 
1998). In sum, the measurement model demonstrated adequate discriminant 
validity. 
4.3 Structural model results 
Initially, the effects of the control variables on SO-OCBs (exogenous variables) 
were estimated to avoid confounding results. As presented in Table 5, the control 
variables (age, gender, and organization tenure) produced a coefficient of 
determination R2 value of 0.022, which means that only 2.2 % of the variance in 
SO-OCBs is explained by the three control variables. The results indicated that age, 
gender, and organization tenure have no significant contribution toward the variance 
in SO-OCBs. 
We then proceeded with the path analysis to test our two hypotheses. SO-OCB is 
conceptualized as a second-order construct which comprises three first-order 
constructs (loyalty, participation, and service delivery). Since SO-OCB is a second-
order construct, items representing each SO-OCBs constructs were totaled to provide a 
score on a composite variable. The R2 value of SO-OCBs was 0.512 suggesting that 
51.2 % of the variance in SO-OCBs can be explaiIled by trainil!g aIld cOll)pen~ation. 
Figure I illustrates the research model conceptualised in this study. 
Next, we run the bootstrapping procedure with 5,000 re-samples to test the 
significance of the regression coefficients. The results showed that both training 
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Table 4 Loadings and cross loadings for the measurement model 
Compensation Training Loyalty Participation Service delivery 
Compensation I 0.827 0.575 0.436 0.478 0.422 
Compensatio02 0.830 0.610 0.527 0.516 0.489 
Compensation3 0.860 0.656 0.511 0.517 0.461 
Compensation4 0.845 0.627 0.524 0.512 0.492 
CompensationS 0.865 0.662 0.541 0.532 0.527 
Compensation6 0.864 0.658 0.533 0.564 0.524 
Compensation7 0.846 0.656 0.527 0.537 0.485 
Training1 0.670 0.870 0.551 0.527 0.454 
Training2 0.657 0.892 0.523 0.587 0.500 
Training3 0.651 0.891 0.500 0.549 0.488 
Training4 0.671 0.879 0.536 0.532 0.481 
Loyalty1 0.577 0.549 0.892 0.609 0.546 
Loyalty2 0.543 0.527 0.894 0.623 0.582 
Loyalty3 0.476 0.472 0.859 0.592 0.574 
Loyalty4 0.525 0.510 0.798 0.535 0.461 
Loyalty5 0.469 0.485 0.809 0.613 0.551 
Participationl 0.429 0.481 0.604 0.813 0.608 
Participatio02 0.522 0.534 0.582 0.873 0.634 
Participation3 0.503 0.518 0.589 0.872 0.640 
Participation4 0.49:'1 0.488 0.525 0.826 0.622 
ParticipationS 0.588 0.529 0.564 0.701 0.572 
Service_delivery 1 0.471 0.467 0.554 0.666 0.808 
Serviccdelivery2 0.519 0.534 0.599 0.701 0.803 
Service_delivery3 0.497 0.451 0.545 0.613 0.837 
Service_delivery4 0.436 0.420 0.425 0.563 0.768 
Service_delivery5 0.457 0.399 0.506 0.568 0.844 
Service_delivery6 0.414 0.372 0.470 0.540 0.818 
Table 5 Assessment of the control variables 
Control variable SO-OCBs 
Beta I value Rl value 
Gender 0.111 1.081 0.022 
Age 0.141 0.890 
Organisation tenure -0.047 0.482 
• P < 0.05; •• P < 0.01 
(~ = 6.640, P < 0.01) and compensation system (~= 7.332, P < 0.01) were 
positively related to SO-OCBs. Therefore, our hypotheses, HI and H2 were 
supported (Table 6). 
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Fig. 1 Research model with SO-OCBs as second-order construct 
Table 6 Hypotheses testing 
Hypothesis Relatior.ship Beta Standard error I value Decision 
HI Compensation ... SO-OCBs 0.400 0.055 7.332** Supported 
H2 Training ... SO-OCBs 0.364 0.055 6.640** Supported 
* p < 0.05; ** P < 0.01 
In addition to the path analysis, the predictive capability for the model was 
examined via the Q2 statistic. According to Fornell and Cha (1994), Q2 value greater 
than zero means that the model has predictive relevance, whereas Q2 value less than 
zero means that the model lacks predictive relevance. There are two kinds of Q2 
statistics estimates, which are cross-validated communality (Hj) and cross-validated 
redundancy (Fj). Both Hj and FJ values should be greater than zero (Fornell and 
Cha 1994). By performing blindfolding, our results revealed that Hj = 0.401 and 
FJ = 0.558. Therefore, it can be concluded that SO-OCBs were well-explained by 
training and compensation. 
5 Discussion, impucations, and limitations 
The aim of this study was to examine the influence of two specific HRM practices 
(training and compensation) on SO-OCBs. In general, the statistical results provided 
support for all our hypothesized relationships. Our results revealed that greater 
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perceptions of compensation system and training were significantly related to SO-
OCBs. Training provides customer-contact employees with the opportunity to 
enhance their skills which are advantageous for their career advancement. 
Consequently, when customer-contact employees perceived that they receive high 
levels of training, they are more likely to feel satisfied, which in turn, will lead to 
increased SO-OCBs. Our finding concurs with previous researchers, such as Strober 
(1990) and Sun et al. (2007). On a similar note, customer-contact employees who 
judged themselves as recipients of satisfactory compensation are likely to 
reciprocate their employer's good treatment by delivering high quality services 
and dealing effectively with customers' requests and complaints. This will motivate 
them to engage in SO-OCBs. Our findings are consistent with the findings obtained 
by Tang and Tang (2012) and Tsaur and Lin (2004). Furthermore, our results 
provided support for the validity of the social exchange (Blau 1964) as the 
underlying theory within the context of a non-Western sample. 
Our study offers several practical implications for the hotel industry. In light of 
increasing competition, the most appropriate marketing strategy would be for hotel 
operators to focus on providing high quality service to their customers. The present 
findings suggest that perceptions of customer-contact employees regarding their 
organization's training and compensation practices significantly affect their SO-
OCBs. Therefore, if hotels can provide adequate and continuous training and 
favorable compensation to their employees, they would be more willing to assist 
customers by going above and beyond their call of duty. Hence, hotels should 
continue to enforce some basic and structured training on their custorner-contact 
employees especially the new recruits on appropriate ways of serving customers. In 
addition, existing customer-contact employees should be made to attend some 
minimum hours of training per year to refresh their skills. With respect to 
remuneration, aside from insuring fair compensation, hotel operators may opt for 
other forms of flexible rewards such as performance bonuses and incentive 
allowances. In addition, rewards should be tied to service-related performance 
criteria in order to differentiate the rewards of top performers. From the internal 
marketing perspective, in service settings such as hotels, taking good care of 
employees (i.e., internal customers) would ultimately benefit the guests (i.e., 
external customers). Joseph (1996) argued that no marketing plan can be considered 
as complete for a service organization unless it includes strategies for winning over 
its internal customers. According to George (1990), the premise underlying the 
internal marketing philosophy is that if management wants to operate successfully 
with the external markets, it must first achieve effective internal exchanges with its 
employees. Effective HRM practices play a pivotal role in insuring employees 
internalize the goals and philosophy of the organization, as well as understand their 
roles and responsibilities in the context of a service-oriented environment. For this 
reason, Zerbe et al. (1998) advocated the need for employers of service 
or~tions to focus on employee-orlen_ted HRM practices. As our findings 
demonstrate, perceptions of supportive HRM practices (in the form of extensive 
training to new and existing employees and equitable, performance-based 
compensation) by the hotels' customer-contact employees serve as an instrumental 
tool in eliciting their SO-OCBs, which in turn, lead to improved service quality. 
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The principal limitations of this study stems from three aspects: the possibility of 
common-method bias, the scope of the study, and the variables considered in the 
model. First, the utilization of self-report measures of SO-DeBs may contribute to 
common-method variance because the predictor measures were collected from the 
same source. Future researchers may consider collecting data from multiple sources 
(such as from the supervisors as well as peers) as a preventive step to address this 
problem. Second, this study was confined to customer-contact employees within the 
hotel industry. Future studies may be extended to other service sectors such as 
banking, insurance, health, and education, in order to generalize the results. Third, 
other human resource practices were not analyzed in these study and these could 
have an influence over customer-contact employees' service-oriented citizenship 
behaviors. Hence, it would also be of interest to incorporate other "bundles" of 
human resource practices, such as performance appraisal, career development, and 
job security, as potential predictors of the dependent variables. 
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Abstract 
In order to stay on top of the competition game, service providers need to encourage pattems of service-oriented 
behaviors that are bound to satisfy their customers. High qloality service delivery by employees may be achieved 
through training. The present study aims at testing a modelliuking training and service-oriented organizational 
citizenship behaviors (&O-OCBs). A total of 290 customer-contact hotel employees participated in the survey. 
Data was analyzed using partial least squares (PLS). The results demonstrate that training had a direct impact on 
the specific dimensions of employees' service-oriented citizenship behaviors. The findings offered support for 
the validity of the social exchange theory in explaining the relationship between training and SO-OCBs within 
the context of a non-Western sample. In a practical sense, managers should be cognizant of the fact that existing 
employees should be given training especially on-the-job type on a regular basis to upgrade their job knowledge, 
skills, and competencies. Through training, employees are likely to become more motivated and more willing to 
engage in service-oriented behaviors thst extend beyond their call of duty. 
Keywords: hotel employees, "rvice-oriented citizenship behavior, training 
1. Introduction 
Today, tourism is the most vibrant tertiary sector and has a strong hold on the Malaysian economy. The sector 
contributes RM74.6 billion to the country's Gross National Income (GNI) in 2012, compared to RM36.9 billion 
in year 2009 (Economic Transfonnation Program, 2013). This increase in income can be attributed to the surge 
in the nwnber of tourist arrivals to Malaysia from 16.43 million in 2005 to approximately 25.03 million in 2012 
(Tourism Malaysia, 2013). Malaysia's rich cultural heritage and history, food, friendly people, architectural 
monwnents, hospitality and services are positive strengths for its tourism sector, which make it ahead of other 
developing economies. The growth of the tourism industry has stimulated the expansion of the hotel industry. 
Statistics on inbound tourism expenditures by products from 2005 to 2011 indicate that on average, tourists spent 
approximately 31 percent of their expenditures on accommodation services (Department of Statistics. 2012). As 
a result of this spending pattern, hotel establishments in Malaysia showed a growing trend. For instance, in 2010, 
there were 2,367 hotels as opposed to 2,724 hotels in 2012 (Tourism Malaysia, 2011; 20\2). As the number of 
hotel establishments increases, competition becomes stronger. To succeed in such situations, hotels must be able 
to deliver excelknt services to their customers. In fact, superior service quality has been recognized as the prime 
source of sustainable competitive advantage (Arnett, Laverie, & McLane, 2002; Hartline & Jones, 1996). Since 
service quality depends primarily on the effectiveness with which frontline employees deal with customers and 
clients (Morrison, 1996), Olle possibility that can be carried out by hotels would be for them to encourage their 
frontline employees to perfonn behaviors that go beyond their call of duty. For example, helping guests in 
Lmdi!1!1 their way around the hotel will delight guests and enhance their satisfaction. These behaviors, which are 
beyond those specified by fonnaljob prescriptions, are known as organizational citizenship beha>'il)fS (0CBs). 
Since OeBs offer a variety of functional outcomes especially to service rU1llS, many studies have tried to 
identify its antecedents, which include among others, emotional intelligence (Ramachandran, Jordan, Troth, & 
Lawrence, 2011); personality (Moon, Kamdar, Mayer, & Takeuchi, 2008), role stressors (Eatough, Chang, 
Miloslavic, & Johnson, 2011), justice (Fassina, Jones, & Uggerslev, 2008), empowerment (Jiang, Sun, & Law, 
2011), job satisfaction (Murpby, Ahanasou, & King, 2002), transformational leadership (Schlechter & 
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Engelbrecht, 2006), and leader-member exchange (lilies, Nahrgang, & Morgeson, 2007). Most of the research on 
OCBs has been focusing on subjects drawn from North America and other Western countries. Unfortunately, 
little research effort has been devoted to specific organizational practices that may induce oeBs particularly 
within a newly industrialized South-East Asian country like Malaysia. Morrison (1996) bighJighted the 
importance of an organization's human resource management (HRM) practice. in creating a context that 
promotes greater OCBs from employees. This line of thought is also shared by other scholars (Rousseau & 
Greller, 1994; Tsaur & Lin, 2004) who argued that how an organization manages its human resources sets the 
tone and conditions for the employee-employer relationship. To the extent that an organization's HRM practices 
create a social exchange relationship (Blau, 1964), employees will be more likely to engage in discretionary 
behaviors like OCBs because such practices will propagate a sense of obligation on the part of the employee to 
reciprocate. In fact, employees' perceptions of their employing organization's HRM practices were found to be 
Significantly related to customers' perceptions of service quality (Schneider & Bowen, 1985). The authors 
explained that when employees feel well treated through their organization's HRM practices, they will be able to 
devote their efforts, energies, and other resources to effectively treat their customers, which in turn, lead to high 
service qUality. 
Le Pine, Erez, and Johnson (2002) in their review and meta-analysis of the organizational citizenship behavior 
construct highlighted that a large number of scholars have conceived OCB as consisting of several behavioral 
dimensions. The most common conceptualization of the oeB construct was proposed by Organ (1988), which 
was subsequently operationalized by Podsakoff, MacKenzie, Moorman, and Fetter (1990). In Malaysia too, 
publications that exist in this area (see for example, Hemdi, Nasurdin, & Hamid, 2007; Ishak, Ansari, & Ahmad, 
2003;. Nasurdin & Ramayah, 2003) were based on Organ's (1988) five-dimcnsional taxonomy. In addressing 
previous gaps in the literature, Bettencourt, Gwinner, and Meuter (200 1) advocated the need for more research 
on specific forms of oeBs such as service-oriented OCBs (So-OCBs) involving oustomer-contact employees 
within the service context. The authors provided many reasons whieh include the intangible and 
non-standardized nature of services and the specific requirements needed by frontline employees as 
"boundary-spanners· for the organization. Given the paucity of research on So-OCBs in a non-Western setting, 
and since training has been illustrated as a critical component of "best" HRM practices by successful hotel 
operators (Enz & Sigusw, 2000), the objective of this study was to examine the impact of training on SO-OCBs 
among customer-contact hotel employees in Malaysia. 
2. Literature Review 
2. J OeB and SO-OCB 
According to Organ (1988), OCB is a type of discretionary individual behavior that is crucial for organizational 
success but goes beyond an employee's formal role requirements. This definition suggests that such behavior is 
not directly rewarded or recognized by the formal structure of the organization. OCB consists of five dim_ions 
including altruism, conscientio'lSness, sportsmanship, courtesy, and civic virtue (Organ, 1988). Although other 
tsxonomies of OCBs have been suggested and opcrationalized (see LePine et al., 2002), Organ's (1988) 
five-dimensions remain a popular framework in most research settings. SQ-OCB, on the other hand, has been 
broadly dermed as discretionary behaviors performed by customer-contact employees in a service organization 
that surpass their formal role deSCriptions (Bettencourt & Brown, 1997). This specific form of OCB is more 
appropriate given the special role played by service employees in dealing with customers and representing the 
organization to outsiders (Bett.ncourt et aI., 2001; Borman & Motowildo, 1993). According to Bettencourt et al. 
(2001), SO-oeBs comprise three dimensions: (1) loyalty; (2) service delivery; and participation. Loyalty oeBs 
relate to behaviors involving acting as advocates to outsiders not only of the organization's products and services, 
but also of its image. Participation oeBs relate to actions such as taking personal initiatives especially in 
communicatior~ to improve their own service delivery and that of their organization and peers. Service delivery 
OCBs involves behaving in a conscientious manner in activities surrounding service delivery to customers. In 
the hotel environment where customer preferences are heterogeneous and fast-changing as asserted by Raub 
(2008), SO-OCBs are deemed important in improvin~ not only customers' perception of service quality but also 
their satisfaction and loyalty. 
1.2 HRM Pmctteeumd'lMnlng 
In simple terms, Nickson (2007) defined HRM as a set of professional practices in IIUU1lI8ins people in the 
organization. Gcncrally, among others, HRM activities include human resource planning, recruitment, sc1ection, 
human resource deve1opment, compensation and benefits, safety and health, and employee relations. Scholars 
(Guest, 1997; Purcell & Hutchison, 2007) agree that HRM practices provide functional outcomes to 
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)rganizations through its effects on employees' attitndes and performance. Despite the growing attention on 
fiRM practices in the hotel industry (Hoque, 1999), examinations on individual or bundles of HRM practices in 
the tourism and hospitality industry are regarded as underdeveloped in comparison to other industries (Kusluvan, 
Kusluvan, llhan, & Buyruk, 2010). The present stndy is designed to address this limitation by focusing on 
individual HRM practices as potential predictors of SO-OCBs, For hotels, as a labor-intensive industry, having 
well-trained and motivated employees especially those at the frontlines are undeniably vital in delivering 
superior service (Wang, 2006). 
Training has been regarded as en investment since it is considered the main pathway to form a pool of high 
quality human resources (Khanfar, 2011). According to Enz and Siguaw (2000), training helps employees to 
enhance their intrinsic motivation through their own competence. In addition, since the hospitality industry is 
well-known to encounter high employee turnover (Ma & Qu. 2011), training serves as an essential management 
tool to upgrade customer-contact employees' service performance. This line of reasoning is further supported by 
Karatepe, Yavas, and Babakus (2007) who asserted that in the hotel industry, training of frontline employees is 
necessary as they can make or break any business. Through training, employees can better understand customers' 
needs and can align their delivery of service to address their customers' requirements. The invaluable role of 
training was further highlighted by Babakus, Yavas, and Karatepe (200S) who c\airoed that training of 
task-related skills helps reduce frontline employees' level of emotional exhaustion. According to the scholars, 
frontline service jobs are stressful due to the frequent interactions between the employees and their customers. 
When these workers failed to deliver during the service encounters, employees are likely to experience feelings 
of strain. Through training, employees will acquire the skias, knowledge, and competencies necessary in dealing 
with customers' needs and demands effectively, thereby, reducing the former feelings of frustration and 
exhaustion. Several empirical stndies which have been undertaken in the hospitality and other service industries 
proffered support for the positive effect of training on frontline employees' attitndes and behaviors (Ashill, 
Carruthers, & Krigjanous, 2006; Babakus, Yavas, Karatepe, & Avci, 2003; Tang & Tang, 2012; Tsaur & Lin, 
2004). Hence, the present stndy sought to focus on training and how it affects SO-OCBs of customer-contact 
hotel employees in Malaysia. Taking stock of the above discussion, the following hypothesis will be tested. 
HI: Customer-contact employees' perception of training will be positively related to their SO-OCBs. 
3. Method 
3.1 Sample and Data Collection Procedure 
Our research participants consisted of customer -contact employees attached to the food and beverage (now on 
referred to as F & B) department of 29 large participating hotels located in three regions of Peninsular Malaysia. 
The directory of hotels in Malaysia published by the Ministry of Tourism (2012) was used to identify the hotels. 
We employed the "drop-off" and "pick-up" method to distribute our survey packets for hotels in the northern 
region. For other regions, the survey packages were sent and collected via mail. Each survey packet addressed to 
the HR managers of the respective hotels contains 10 questionnaires to be distributed to customer-contact 
employees working in the F & B department. Two weeks were given to respondents to complete the 
questionnaires and return them to their F & B manager who is responsible to collate all the questionnaires before 
retnming them to the HR manager. All 290 completed questionnaires were found to be useable and later analyzed. 
3.2 Measures 
A questionnaire using a five-point Likert scale ("I" = "strongly disagree" to "5" = "strongly agree") was used to 
gother data. Training was assessed using 4 items adapted from Delery and Doty (1996) whereas SO-OCBs was 
gauged via 16 items adapted from the scale developed by Bettencourt et al. (2001). 
4, Results 
4. 1 Sample Profile 
Of the 290 respondents who completed the survey, 49.0% were males while 51.0% were females. Respondents' 
age ranged from 17 to 55 years with an average of 26.5 years. Malays (67.9%), Chinese (14.8%), Indians 
(11.7"70l, and -others" {5.5%) make UJ> the sample. More than half of the stl!!lpl~d respondents were unmamed 
(61.7%). The sample was dominated by secondary school leavers who hold either SPWSPMV/STPM 
certificates (75.9%). The average organizational tenure and job tenure for the sample were 3.8 years and 4.0 
years respectively. 
4.2 Goodness o/Measures 
The goodness of measures was tested based on its vrJidity and reliability. As shown in Table I, loadings for all 
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items were greater than Chin's (1998) proposed minimum value of 0.70. To assess convergent validity, the 
average variance extracted (AVE) was used as suggested by Hair et aI. (2013). In our study, the AVE for training 
and the SO"()CB constructs were 0.785 and 0.773 respectively which exceeded the recommended value of 0.50 
to justify using the construct as recommended by Barclay, Thompson, and Higginl (1995). Our composite 
reliability (CR) values which reflect the intemal consistency of tho latent construct for training and So-oca 
constructs were 0.936 to 0.911 respectively which surpassed Fomcll and Lan:ker's (1981) specified minimum 
value of 0.7. 
Table 1. Items loadings, composit~ reliability and the average variance extracted for the measurement model 
Construct Items Loadings AVE CR 
Training hrm_trainl 0.S81 0.785 0.936 
hrm_train2 0.894 
hrm_train3 0.899 
hrm_train4 0.S69 
SO-OCBs Loyalty 0.S49 0.773 0.911 
Participation 0.906 
Service Delivery 0.881 
Next, we proceeded to test the discriminant validity of the measures by assessing the correlations between the 
measures of potentially overlapping constructs. As portrayed in Table 2, the squared correlations for each 
construct was less than the AVE by the indicators measuring that construct indicatina adequate discriminant 
validity. 
Table 2. Discriminant validity of constructs 
Training 
SO-OCD. 
Training 
0.886 
0.707 
SO-OCBs 
0.879 
Note: Diagonals represent the square root o/the average variance extracted while the other entries repmentthe 
correlations 
As illustrated in Table 3, all indicators possessed outer loadings of 0.707 and higher, which exceeded the cut-off 
value of 0.70 (Hair et al., 2013). This indicates that the associated indicators have much in common, which is 
captnred by the construct. Our result implies that the measurement model has adequate convergent validity. We 
also assess the construct's discriminant validity by examining the cross-loadings of the indicators. As shown in 
Table 3, all items possess sufficient discriminant validity as the loading for each collltrUCt is greater than aU of its 
cross loadings (Chin, 1998; Hair et al .• 2013). In sum, our measurement model demonstrated adequate 
convergent validity and discriminant validity. 
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Table 3. Loadings and cross loadings 
Training Loyalty Participation Service Delivery 
hrm_train1 0.881 0.578 0.509 0.452 
hrm_train2 0.894 0.569 0.627 0.546 
hrm_train3 0.899 0.550 0.603 0.518 
hrm_train4 0.869 0.602 0.538 0.505 
So-ocbl 0.600 0.889 0.589 0.515 
So-ocb2 0.560 0.883 0.600 0.513 
So-ocb3 0.543 0.866 0.575 0.535 
So-oeb4 0.530 0.787 0.481 0.409 
So-oebS 0.502 0.788 0.575 0.461 
So-oeb6 0.476 0.550 0.773 0.545 
So-oeb7 0.54\' 0.563 0.886 0.623 
So-oeb8 0.522 0.590 0.863 0.629 
So-oeb9 0.510 0.492 0.809 0.592 
So-ocblO 0.556 0.514 0.707 0.549 
So-oebll 0.456 0.463 0.654 0.810 
So-oeb12 0.574 0.555 0.683 0.807 
So-oebl3 0.458 0.507 0.576 0.811 
So-oebl4 0.420 0.375 0.545 0.751 
SI}-ocb15 0.444 0.431 0.505 0.822 
So-oeb16 0.366 0.420 0.494 0.785 
Nex~ we proceeded to conceptualize SO-OCB as a second-order construct which comprises three first-order 
constructs (loyalty, partiCipation, and service delivery). As depicted in Figure I, the R' value was 0.510 
suggesting that 51.0% of the variance in SO-OCBs can be explained by training. 
Figure I. Measurement model with SO-OCB as a second order construct 
Next, we proceeded with the path analysis to test our hypothesis. Table 4 depicts the results. 
labIe4. H¥P£lthesis testing 
Hypothesis Relationship Beta Standard Error t·value Decision 
HI Training -> SO-OCBs 0.714 0.029 24.881"" Supported 
Note:" p <0.05;"" P < 0.01 
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As shown in Table 4, training (p = 0.714, P < 0.01) has a positive and significant effect on SO-OCBs, thereby, 
supporting HI. 
5. Discussion, Implications, and Limitations 
The purpose of this study was to examine the impact of training on SO-OCBs. The statistical results provide 
support for our hypothesized relationship. Our results demonstrate that groatcr pcreeptions of training have a 
significant effect on employees' SO-OCBs. Training provides employees with the opportwlity to enhance their 
tssk-relatcd skills and knowledge, which are relevant to their job performance. Through training, 
customer-contact employees would be able to better understand their customers and procure appropriate skills, 
attitudes, and behaviors necessary in the effective handling of customers' needs and requests. As a result, when 
customer-contact employees perceived that they receive extensive training, they are more likely to feel satisfied, 
less likely to experience frustration, which in turn, lead them to engage in more SO-OCBs. Our present finding 
concurs with previous researchers (see for example, Ashill et a1, 2006; Babakus et al., 2003; Tsaur & Lin, 2004). 
Our results also offer support for the validity of the social exchange theory (Blan, 1964) in explaining the 
relationship between training and SO-OCBs within the context of a non-Western sample. 
Our findings appear to have some practical implications for hotels. Since perceptions of employees regarding the 
extent of training practices affect their SO-OCBs, it makes sense for hotel operators to impose some forms of 
formal training on their workers. Basic exposure involving practice sessions on proper ways to serve customers 
should be provided to new recruits during their orientation. Existing employees should also be given training 
especially on-the.job type on a regular basis to upgrade their job knowledge, skills, and competencies. Through 
training, employees are likely to become more motivated and more willing to engage in service-oriented 
behaviors that extend beyond their call of duty. 
Our first limitation relates to the use of self-report measures of SO-OCBs which may contribute to 
common·method variance. To address this shortcoming, it may be worthwhile for future researchers to consider 
collecting data from multiple sources. Second, this study only deals with customer-contact employees working in 
hotels alone. Further testing this model in other service industries may help ascertain the efficacy of this model. 
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,stract-This study aims to examine the role of career 
lcement and job security as predictors of employee commitment 
leir organization. Data was collected from 580 frontline 
:lyees attached to two departments of 29 luxwy hotels in 
!Sular Malaysia. Statistical results using Partial Least Squares 
ique provided support for the proposed hypotheses. In view of 
ndings, theoretical and practical implications are discussed. 
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1. INTRODUcnON 
INE of the most critical factors affecting the success of the 
hotel mdustry is employee commiunent (I]. According to 
.6J. frontline employees who po .. ess higher commitment 
bound to adopt the organization's customer~oriented 
es. are highly motivated. observed better attendance. tend 
tay longer with the organization, exhibit lower levels of 
stress. more likely to exhibit extra-role behavior. perform 
er. and deliver the highest level of service quality. Given 
functional outcomes associated with commitment and the 
that the hotel industry is constantly plagued with high 
)r turnover [7J. having a committed workforce is essential. 
~alaysia is a country blessed with a diversity of tourist 
actions ranging from its rich flora and fauna, island 
.dises, primeval rainforests and caves. ond heritage 
ldings and modem architecture, to its multiracial culture. 
reover, the COWltry is welleconnected in terms of 
essibiJity and flight connectivity. As a result, in 2011. 
laysia was ranked as one the top t.:n most visited countries 
the world by the United Nation World Tourism 
,anization [8]. In 2012. Malaysia registered a total of 25.03 
lion tourist arrivals and generating an income of Malaysian 
199it 60.6 billion [9J. In 2013. tourist arrivals to Malaysia 
ounted to 25.72 million [9J and contributed as much as 
llaysian Ringgit 158.2 billion to its Gross Domestic Product )J. Further. being labor-intensive. tourism-related industries 
:ounted for almost 2 million jobs in 2011 [11J. By 2020. 
llaysia hopes to achieve a record of 36 million tourists and 
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Malaysian Ringgit 168 billion in tourist receipts [11]. This 
ir.formation reflects the vitality of the tourism sector in driving 
Malaysia's economic growth 
Due to the increase in tourist arrivals, more hotels have 
been established to augment existing accommodation services. 
As a consequence. the hotel sector recorded remarkable 
development in the country. This is illustrated in the growth in 
the number of hotels within a span of 12 years. which almost 
doubled from 1492 in 2000 to 2724 in 2012 [12]. This 
evolution has resulted in tougher competition since each hotel 
attempts to acquire a stake of the tourist market. Since 
customers are increasingly concerned about the quality of 
service rendered by the service provider, the issue of service 
quality has grown in strategic importance [13J. As a result. 
there is growing presslU'C for hotels to deliver high quality 
services to their customers [14J. [15J. For this reason, hotels 
oUght to have a committed and loyal workforce. Researchers 
[6) suggest that in a dynamic, service~oriented environment 
,uch as that of the hotel industry, securing employee 
commitment will ultimately enhance organizational 
performance and success. Besides. commitment has a positive 
influence on employee perfonnance since committed 
employees display persistence in completing their in-role tasks 
and accomplishing goals, are more ready to accept change, 
and are more willing to assume extra-role responsibilities [6]. 
In a similar vein, committed employees work harder and 
perform better [16]. Within the service environment, these 
outcomes will lead to better service quality. Since frontline 
employees have direct and frequent face-to-face interactions 
with customers. they play an important role in linking a fum 
with its customers and thus in forming good relationships. 
Committed frontline workers are the ones who would be 
responsible in delivering outstanding service quality [17J. 
According to [ISJ, in view of the recent challenges 
encountered by hotels such as the need for increasing 
customization and greater customers' expectations. 
employees' commitment should be considered as an 
instrument for attaining higher organizational performance. In 
fact. the commiunent level of employees at the frontlines will 
have a major positive influence on customers' perceptions of 
service quality and subsequent satisfaction. Therefore. there is 
a great need to understand factors that e1iCit the~lr coIl\l1litment. 
In the broadest sense. organizational commitment refers to 
the relative strength of an individual' s identification with and 
involvement in a particular organization [19J. A review of the 
literature indicates that in a majority of these studies. 
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organizational commitment has been conceptualized as a 
general affective response of an eroployee to the organization 
as a whole. This form of commitment is often referred to as 
affective commitment. Researchers [20] in their meta-analysis 
categorized antecedents of commi1ment into personal 
characteristics. job/role characteristics. group-leader relations, 
and organizational characteristics. According to [21], the 
effective management ofa fum's human resources is the most 
appropriate strategic move in creating a workforce that is 
bighIy knowledgeable, motivated, and committed. The reason 
being human resow-ce management (labeled as HRM) 
practices create situations where employees become highly 
immersed in the organization and work hard to accomplish 
organizational goals. According to [22]. [13], [23], how an 
organization manages its human resources (which can be 
detected from its HRM practices) sets the tone and conditions 
of the eroployee-employer relationship. When such 
relationship is regarded as that of social excbangc [24] where 
the norm of reciprocity [25] applies, eroployees would be 
more likely to become committed to their organization. 
According to [26J. HRM practices can serve as an effective 
tool in fostering employee commitment However. its potential 
impact in stimulating eroployees' commitment has received 
limited attention from researchers [27]. This point of view 
concurs well with [28] who appeal for more research linking 
HRM practices and employee commitment at both the 
organizational and individual-level of analyses. Although 
many HRM practices have been identified as possible 
predictors of organizational commitment, the focus of the 
present study is on career advancement and job security. 
According to [29J. career advanceroent is the progression of 
career opportunities within the organization, while job security 
is the extent to which organization provides stable 
employment to its employees [30J. '!bese two HRM practices 
represent the core practices in the traditional and new models 
of workplace employment [31]. In addition, the choice of 
these two specific HRM practices is appropriate for the hotel 
industry since it has often been viewed as having limited 
career advancement and lacking in job security [32]. In 
addition, most studies on commitment were carried out in the 
western context particularly North America [33]. Since 
cultural differences may play a role in explaining the 
antecedents of employee commitment [34J. this study, which 
provides eropirical evidence from Malaysia, would contribute 
to the existing literature from a cross-culturaI perspective. In 
light of the above-mentioned gaps, the significant contribution 
of the tourism industry to Malaysia's national income, the 
need for hotels to retain their eroployees in order to remain 
competitive. and the central role of frontline employees' 
attitudes during service delivery to customers, this study seeks 
to investigate the effects of perceived career advancement and 
job security on organizational commitment of frontline hotel 
~ inMalay$ia. 
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I1.L\TERAnJRE RIMEw 
A. Organizational Commitment 
The organizational commitment coostruct has been defmed 
in many ways. Scholars [19] initially defuted commitment as 
comprising at least three factors: (a) a strong belief in, and 
acceptance of, the organization·s goals and values, (b) a 
wi11inBness to exert COIISiderable effort on bebalf of the 
organization, and (c) a strong desire to remain in the 
organization. This form of commitment is viewed as 
unidimensional and focwea on the affective attachment 
between the individual and the organization. Other scholars, 
however, have expanded the commitment conceptualization to 
include other forms of attachment For instance, [35] 
suggested that the bond between an employee and the 
organization could take three forms: compliance. 
identification, and internaIization. Researchers [36], on the 
other hand, differentiated three forms of commitment: 
affective, continuance, and nonnative. These 
conceptualizations, however, have some overlaps. Scholar 
[28] in hi. review of organizational commitment remarked 
that his earlier approach to commitment [see: 19] is similar to 
the internalization dimension identified by [35] and affective 
commitment dimension labeled by [36]. In addition, [37] 
viewed commitment as reflecting one's attachment. 
erootionally and functionally, to one's place of work. Despite 
the plethora of definitions, all definitions of organizational 
commitment share two underlying themes: (1) organizational 
commitment is • bond to the whole organization, and (2) the 
definitions of commitment differ based on how the bond is 
viewed. A review of the literature reveals that of the many 
forms of commitment, affective commitment is the most 
common type being scrutinized. 
B. Human Resource Management (HRM) PracJlces 
HRM practices have been viewed as organizational 
activities that are directed at managing the pool of human 
resources and ensuring that resources are employed towards 
the fulfillment of organizational goaJs [3S]. Within the 
hospitality literature, HRM practices refer to an individual's 
perceptions of the extent of implementation of the strategies, 
plans, and programs used to attract, motivate. develop, reward, 
and retain the best people to meet organizational goals [39]. 
Despite its salient role, the hospitality industry has been 
reputed to have poor HRM practices [32]. 
The effects of individual HRM practices on employee 
commitment bave been previous\y examined. In' the 
hospitality literature, these practices include empowerment [4]. 
[401 career mentoringIdevelopment [41J. [42], recognition [40]. 
competence development/training [40], [42J-[44J. 
compcnsationlrewards [40], [43], [451 information sharing 
[40]. orientation [46]. and performance appraisal [42], [43]. To 
our knowledge, none have looked into the impact of career 
ad"l1110 ....... t and job securi,¥ onemploy~ c;QUIll:litment. 
Despite the powerful role of the above-mentioned HRM 
practices on commitment, we believe that career advancement 
and job security represent two ~or concerns for hotels. The 
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being the hotel industry has been known to have 
leveloped HRM practices [32] such as lacking in job 
y and limited career development prospects [30], [47]. 
, besides good wages, job security and opportunities for 
advancement represent the top three HRM features that 
""ployees desire from their employe ... [48]. Despite the 
:ance of career advancement and job security, researchers 
fflrnled that few studies have empirically examined the 
i of these two practices on employees' attitudes. These 
ractices are considered suitable particularly within the 
·sian hotel industty which has been afflicted with high 
turnover as asserted by [49]. Hence, the focus of the 
It study is on hotel employees' perceptions of career 
cement and job security as predictors of their 
izational commitment 
-::areer Advancement and Organizational Commitment 
reer advancement refe ... to the extont to which employees 
ived that they have clear career opportunities within the 
ization [29]. According to [31], career advancement is 
iated with the opportunity for employees to perform more 
icant tasks, shouldering greater responsibilities, and 
Ig more autonomy at work. Such perceptions of a bright 
r prospect will motivate employees to become more 
ated to the organization. In addition, career advancement 
des employees with the opportunity to learn new skills and 
riences associated with a new position. This signals to 
oyees that they are being appreciated and trusted by the 
1ization. In social exchange relationships [24], employees 
ikely to become indebted to their organization which lead 
I to t:xhibit greater commitment to the organization as a 
15 of reciprocation [50]. In the career development 
ess, organizations should encourage employees to take 
onsibil;ty for their own careers by offering them 
inuous assistance in the form of feedback and conveying 
rmation about career opportunities, positions, and 
mcies that might be of interests to employees [51]. The 
.y by [52] among 1029 permanerlt employees in the United 
es' state agency provided evidence that employees become 
·e committed to the organization when their career 
ectations are met. Similarly, the results of a longitudinal 
ly conducted by [53] on professional-level employees in 
",da showed that career advancement triggers affective 
unitment. Another study by [31] among 478 senior 
cutives work.ing in state-owned and non-state-owned fIrms 
;hina revealed that career advancement was positively linked 
)fganizational commitment. Thus, the following hypothesis 
>ut forth. 
. Employees' perception of career advancement will be 
positively related to their level of organizational 
commitment. 
D.Job Security and Organizational Commitment 
Job ~ecurity refers to one's expect'ltions about continuity in a 
) [54]. According to [29], job security refers to the degree to 
uch employee could expect to stay in the job over an 
tended period of time. Thus, employees would develop better 
Itemati )nal Scholarly and Scientific Research & Innovation 
perceptions of their job security when they can expect to stay in 
the organization for as long as they wish. Employment security 
signals an organization's long-term commitment to its 
employees, which will induce employees to reciprocate in the 
fonn of commitment to the organization consistent with social 
exchange relationships [13]. In harmony with this view, 
researchers [29] claimed that when employees realized that it 
is difficult for the organization to dismiss them from their job, 
they may experience a sense of being valued and cared for by 
the organization. 'This. in turn, will make employees feel 
obligated to repay the organization by amplifying their 
commitment [50]. Despite the importance of job security in 
today's turbulent environment, most employers tend to resort to 
headcount management in order to remain competitive [55]. As 
noted by scholars [31], offering job security would incur higher 
costs and labor rigidity to employers. Findings from previous 
studies provide empirical evidence on the positive effect of job 
security on behavioral outcomes. For instance, in an empirical 
study of 654 accoWlting professionals in Canada, researchers 
[56] showed that job security fosters positive attitude such as 
organizational commitment. This is because when employees 
realized that the organization fmds it difficult to dismiss them 
from their job, they may experience feelings of being valued 
and cared for by the organization [29]. In return, employees 
may feel obliged to repay the organization through increased 
commitment [50]. Another study among employees from 350 
financial service companies using 97 panel interviews 
concluded that job security enhances employees' passion in 
serving their customers [57]. Scholars [58] in their study of 199 
employees from Egyptian telecommunication companies 
reported that job security is a key detenninant of employees' 
productivity. Another empirical study conducted on 1977 
employees from a large Firurish telecommunication company 
revealed that job security increases employees' trust toward 
the organization, which in turn, enhances their commitment 
[59]. A more recent study by [60] on 1229 employees from II 
fums in the information technology sector of the United States 
demonstrated that employees who perceived greater job 
security were more committed to their organization. 
Therefore, it is proposed that: 
H2. Employees' perception of job security will be posillvely 
related 10 their level of organizational commitment. 
III. METIlOOOLOOY 
A. Sample and Data Collection Procedure 
We flfSt identified alllUXUI)' hotels with 4 and 5 star ratings 
from the directory of hotels in Malaysia published by the 
Ministry of Tourism [61]. A total of 128 hotels were 
discovered and these hotels were located in the northern, 
central, and southern regions of Peninswar Malaysia. Only :9 
hQtel~ however, agreed to take part in the survey. We 
distributed the survey packets addressed to the RR managers 
of the respective hot.ls using either mail or "drop" and "pick-
up" method depending on the location of the hotel. Each of the 
survey packets contains 20 questionnaires in which 10 
questionnaires were to be distributed to frontline employees in 
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the front office department and another 10 questionnaires were TABLE I 
to be circulated to those in the food and beverage department REsULTS OP ntE/dEAS1JREMENT MODEL 
To avoid work disruption, distnbution of the questionnaires CoIl$1rU<l Items Loadin& AVE Composit.Reliability 
was made by selected hotel officials. Respondents were given ~_at = ...... 1 0.86 0.1. 0.92 
two weeks to complete the questionnaires. After the specified c.- 0.11 
time, 580 responses were fotmd to be useable and later "" .......... 2 
analy~~ ~3 0.88 
B. Measures andAnalysi3 =-4 0.13 
In this study, career advancement was assessed with 4 items 10b Socwity 10b Seouri\)' I 0.12 
adapted from [29]. Similarly. job security was gauged with 4 10b SecudIy 2 0.14 
items adapted from [29]. Meanwhile, oIganizational 10b Socwity 3 0.86 
commitment was measw-ed using 9 items adapted from [19]. 10b Socwity. 0.80 
The response was based on a five-point Likert scale C' 1" = ~na1 OrpaizIdonal 0.10 "stl'On~1y disagre~' to "5" - "strongly agre~'). Co.......... =:..: 0.86 
Partial Least Squares (PLS) technique was utilized to test Commltm.JlIl 
the two bypatheses. According to [62], analysis of the research OrpaizIdonal 0.10 
modal entails two stages whlch statts with the assessment of ~ 0.19 
the measurement modal followed by the structura1 model. The CommltlllOJlU 
first stage is to evaluate the model's reliability and validity OrpaizIdonal 0.88 
whereas second stage aims at evaluating the significance of == 0 89 
the proposed relationships and to estimate the amount of Commltmoat 6 . 
variance explained. OrpaizIdonal 0.81 
Comml_7 
IV. RESULTS 
A. Descriptive Results 
0rpaizId0naI 0.86 
CommltmoDll 
Orpni2oIional 0.86 
Commitment 9 
0.69 0.90 
0.12 0.96 
Our sample consisted of females (56.0'10) and males 
(44.0'/0). The ethnic composition of the sample include: 
No .. : AVEclCnotos-,. ...... VUiaDi:oExtntcted 
TABLEn 
Malays (68.7%), Chinese (16.6%), Indians and others 
(15.0%).74 percent of the respondents were secondary school 
leavers. 58.8% of the sampled employe ... were wunarried. The 
average age, job tenure, and organizational tenure for the 
sample were 27.5 years, 4.1 years, and 4.2 years respectively. 
Meanwhile, the mean values for career advancement 
(meana 3.74; Sl)a().69), job security (mean-3.69; SD-<l.72), 
and organizational commitment (mean=3.89; Sl)a().74) can be 
regarded as moderate . 
DISCRJMINANf V AllIlTY OF nm M£A8uREMENT MoDEL 
B. Measurement Model Results 
Table I illustrates the rcoult of the measurement model. As 
reported, all item loadings (0.79· 0.89) exceeded the threshold 
value of 0.70 recommended by [63]. The composite reliability 
of the constructs (0.90 • 0.96) also exceeded the 0.70 ceiling 
value suggested by [62]. Hence, it can be concluded that our 
measurement model is reliable. In addition, the validity of the 
measurement model was assessed based on its convergent 
validity and discriminant validity. As presented in Table I, all 
tha AVE values (0.69 - 0.74) surpassed the cut-offvalue ofO.s 
[64], denoting that the measurement model has sufficient 
convergent validity. 
Table II indicates that the squa.-e roots of the A VB of the 
latent variables exceeded the correlations of other constructs. 
As portrayed in Ta1llelH, 1he-1oadings~ueh_ wore 
greater than all of its cross-loadings. Based on the information 
presented in Tables II and III, and adhering to tha guideline 
proposed by [64], we surmised that the measurement model 
has satisfactory discriminant validity. 
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Construct c-r 10b OrpDizational Advance..... Security Commit ..... 
CaloorAdv.....,..t 
Job Security 
OIpnizadonal 
Commitment 
0.86 
0.69 
0.61 
0.83 
0.61 0.85 
Note:DiqonaIs tq> ...... tl!elqlll'" root oftboave .... v ___ 
wbilc:tbootherODlries ~tI!e ..... 1aIioas 
Item 
c...er AAIvaIIce ..... I 
c...er~2 
ca....~3 
TABLEm 
Closs LoAlllN08 
ca.... 
Adv ......... 
0.86 
0.87 
0.18 
c...er~4 0.83 
Job Socwity I 0.56 
Job SecudIy 2 0.35 
Job Soc:urity3 0.60 
10b Security 4 0.59 
OrpaizIdonal Co_I 0.49 
OrpaizIdonal COmml ...... 2 0.60 
OrpaizIdonal Commit_ 3 0.57 
Orpni2ational Commilmolll4 0.62 
OrpaizIdonal Co_at 5 0.57 
ll.5& 
OrpaizIdonal COmml ...... 7 0.56 
OrpaizIdoJlll Co_at 8 0.56 
OrpIIlzational COmmi ...... 9 0.60 
2958 
Job 
- OrjlDizational 
Secwi9: Commltmo .. 
0.62 0.59 
0.63 0.60 
0.57 0.58 
~.56 0.55 
0.12 0.50 
0.14 0.48 
0.86 0.51 
0.10 0.32 
0.39 0.80 
0.52 0.86 
0.52 0.80 
0.55 0.79 
0.51 0.88 
~l_2 0.89 
0.49 0.87 
0.52 0.86 
0.56 0.86 
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;tructural Model Results 
are evaluating the structural model, the effects of the 
1 variables were estimated. As shown in Table IV, of the 
ariables, only academic qualification, etlmicity, and 
J status were found to have significant effects on the 
enous variable. However, the R-square changes (0.01) 
,ese variables were deemed negligible based on the 
retation of [65]. Hence, we opted to exclude the control 
,les ill the hypothesis testing. 
TABLE IV 
ASSESSMEm' OF CO}ITROL VARIABLES 
:Ontrol Variable Bela I-value R Sq..., Change 
demic Qualification .0,0'" 2.72 O,ol 
Age -0.02 0.71 0.00 
Ethnic ..0.12·· 4.8S 0.01 
Job Tenure 0.01 0033 0.00 
pnizational Tenure 0.03 1.10 0.00 
Marital status 0.07'" 2.S1 O,ol 
ible V displays the beta coefficients of the proposed 
oruhips whereby both career advancement (p = 0.49, p< 
I and job security (p = 0.26,p< 0.01) have positive effects 
)rganizational commitment. Thus, our two hypotheses 
supported. The results of the structural model also 
,red that career advancement and job security were able to 
ain 49.3% of the variance in crganizational commitment 
:rto Fig. I). 
TABLE V 
PATH COEFFlC1ENTS OF THE RESEARCH MODEL 
othesis Relationship Beta (-value Decision 
Career Advancement-> 0.49 12.43 Supported 
OrgarUlational Commitment 
Job Security -> Organizational 0.26 6.51 Supported 
Commitment 
Fig. I T-values and R-square of the research model 
V.DISCUSSION, IMPLICATIONS, AND LIMITATIONS 
This study has empirically explored the effects of career 
. vaneement and job security on organizational commitment 
ing a sample of employees derived from lUXUI)' hotels in 
alaYsia. Our resUlt snowS that career ad.aneement has a 
)sitive impact on commitment, which is consistent with 
'evious researchers [31], [52], [53]. As remarked by [31], 
treer advancement signifies to employees that the organization 
'preciate and trust them by Opening opportunities to acquire 
ew skills and experiences associated with a new position. In a 
ntemational Scholarly and Scientific Research & Innovation 
social exchange relationship [24], employees are likely to feel 
obligated to repay the organization through greater 
commitment. Further, our results indicate that job security 
serves as a predictor of employee commitment. which concurs 
with earlier fmdings [56], [57], [66], [67]. The provision of 
job security suggests a long-term commitment on the part of 
the organization towards its employees. In social exchange 
context [24], such devotion will engender employees to 
reciprocate in the form of increased commitment to the 
organization. 
From a management perspective, our futdings suggest that 
the provision of career aavancement opportunities and job 
security lead to enhanced organizational commitment. It 
would be to the hotel's advantage to develop a clear career 
development plan for frontline employees. Hotel managers 
should communicate clearly the policies on career 
advancement and notify employees of promotional 
oppornmities available in the hotel. When employees become 
aware that they have the potential to move up their career 
paths, they will be more likely to become motivated. As a 
result, they would be more willing to exert greater efforts on 
behalf of the organization, resulting in higher commitment In 
a similar vein, hotel managers should provide career 
mentoring by engaging in frequent feedback sessions with 
their subordinates particularly the younger and inexperienced 
ones on their career aspirations. Through such sessions. 
managers may be able to inform employees of potential 
positions that the former can move to and subsequently 
provide the essential developmental experiences that they need 
to fill these positions. When employees judged their 
employers as a caring one, they will be more likely to 
reciprocate by becoming more committed. In addition, 
employees' perceptions of job security will elevate their 
organizational commitment. Human resource managers may 
work closely with departmental heads to create a culture that 
emphasizes employees' well-being. Assurances of job security 
particularly at the beginning of the employment relationship 
may influence new employees to believe that the organization 
is interested to participate in a long-term commitment with 
them. As a result, employees are likely to express their 
appreciation of the organization through enhanced 
commitment. 
As with other empirical studies, the current research has a 
number of limitations. First, our sample was confmed to 
frontline employees working in luxury hotels (with four and 
five-star rankings) in Malaysia, which may limit 
generalizability of the fmdings. Sampling hotels from lower 
categories including budget hotels may yield more reliable 
results. Further, extending the sample to include other 
segments of the hospitality sector such as restaurants, and 
theme parks may ensure generalizability of the results. In 
additien; "'" <lata were gathered usmg ~ ~()Ss-sectional 
design, so no inferences of causality can be conclusively 
established. Since commitment tend to vary over time as noted 
by [68], [69], a longitudinal approach would be more 
appropriate in future investigations. Finally, although we h.ve 
provided justifications for selecting career advancement and 
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job security as predictors of commitment, we acknowledged 
the existence of other potential HRM-related determinants 
such as training [70], [71], compensation [48], [70], 
orientation [36], and selective hiring (3]. Future research 
exploring these variables can offer more comprehensive 
ir.sights. 
VI. CONCLUSION 
In conclusion, by focusing on c...- advancement and job 
security as predicton of frontline employees' commitment 
within the hotel industry of Malaysia, the current study 
contributes to the hospitality literature by providing empirical 
evidence on the validity of the social exchange framework 
[24] and the norm of rociprocity [25] in eliciting employee 
commitment cross-culturally. Hotel employees' pen:eptions of 
their career advancement prospects and job security are 
influential determinants of their commitment to their 
organization. Besides, this study contributes to better 
performance of hotels by providing suggestions on ways to 
foster employee commitment in light of the high turnover rates 
associated with the hotel industry internationalJy [30], [72] 
and locally [49], [73]. 
ACKNOWLEDGMENT 
The authors would like to express their gratitude to 
Universiti Sains Malaysia for providing the grant 
(lOOIIPMGT/816193) to fund this research. 
REFERENCES 
[II Y. He, K.K \.ai, andY. Lu, ·LiD1cing organizational support to emptoyee 
conunitmcnt: Bvidcuce from hotel indusuy of China. "The Int J of Hum 
Res Manage. vol. 22, no. I, pp. 197-217.2011. 
[21 V. DagenaiH:oopcr, and P. Paille, ·Employee eommitment and 
organizational citizenship bcbaviol1 in the hotel inclusuy: Do foci 
matter?" J Hum IUs in Hos &: Tour, vol. 11. DO. 4. pp. 303-326, 2012. 
131 J. Fiorito, D. P. Bozeman, A. You"" and J. A. Mews, ·Orpnizational 
commitmcat, human resource practices, and organizational 
characteristics," J Manage In, vot.19, 00. 2, pp. 186-207,2007. 
141 R.iCazJauslWte, I. Buciwlicne, and L. Turauskas, ·Building employee 
eommitment In tho boIpitality industr)',' &lncJ Manag" voL I, DO. 3, 
pp. 300-314. 2006. 
[Sl N.MaJbotra, and A. MuIcheIjee, "The n:\atlve mo"""", of orgallisalional 
commitment and job satisfaction on service quality of custolMN:Ontact 
employ ... In baItkiDg call "' ........ J s.n Marlr, voL 18, no. 3, pp. 162-
174.2004. 
[61 O.Maxwc1l, and O. Steele, ·Organisational c:ommitmeDl! A study of 
managers in hotels," Inl J Conlemp Hosp Manoge, vol 15, DO. 7. pp. 
36Z-369.2OO3. 
[7J A.Cben& and A. Brown, "lIRM straIOgtcs and labour tumover In tho 
botellndustry: A .omporativc study of AUStIaI1a and SiDppo",· Th,lnl 
J Hum RnM .. .,., voL 9, DO. I, pp. 136-134. 1991. 
III Worlcl Tourlan 0rpDIzatl0n, UNWro T..,."", 1012 HIJ/rI/rh16, lOll: 
Madrid, Spain. 
[91 Tourism Malaysia. TOIIri" """"''' and ,.""ptr 10 Mal.,., .. 2014 
(.ited 2014 May 21); Available from: http://corporatc.tourism.gov.my . 
[101 Worlcl1i1lvel /I; TowUm CMm<ll. W1TC - World TravlI '" Tourism 
Economic Impoct 1014. 2014 (.Ited 2014 June); Available from: 
http://wwW.bospltaIltyucLOrg/o!pDlzation/17ooI14 9.bIml. 
tHl _ Toudsm Orp"'atioll._ !f!/WT() f.,.. .. " a growth In 
InrernatlonDIIOIIrlsl arrivals of bttw,tII J" and 4" In 2m yact-1Jit 
Figum 20t3; Available from: http://www2.unwto.org/. 
[121 Tourism Malaysia. Malaysia H ... " '" R ..... Supply. 2014 (cited 2014 
Febuary 16); Available from: bttp:ltwww.tourism.&ov.my __ liguresl. 
International Scholarly and Scientific Resear.h /I; Innovation 
1131 E.W. Morrison, ·Orpnizational elti2cnsbip bebavior as a eriIieaIlink 
between HRM practices and service qualify," Hum Res Manage, vol. 3S, 
no. 4. pp. 493-S12. 1996. 
[141 E. Ma, and H. Qu, ·SodaI cxdtaII&eJ IS ... tivaIon of bote1elqlloyees' 
orpnizallonal e1tlzensbip behavior. '\be proposition and apptic:at1on of a 
DCW __ onal_d<,· Inl J Hosp Manogo. vol 30, no. 3, 
pp.680-688.2011. 
(ISJ 1. Bowen, and R.C. FcmI, ·Managiag_orpnizatioDs: Doeobaviog 
a "thins. make a diffmttce'I" J Man.,., voL 28, tID. 3, pp. 447-169. 
2002. 
(t61 I!.Babalou, u. Yavas, O. M. Kamope, and T. Ave!, "The _ of 
__ c:ommitmoltl to wrviee qua\lt)' on employeeI' _ and 
ped'ortltlllOO _ ...... JIIN ,lead o/M- ScI, voL 31, no. 3, pp. 272-
286.2003. 
(171 B.S._, and O.E, -... "EmpIoyeo and _ pon>opdoDI of 
_ In _: RepIk:adon and 0lIteItIi0D,. J App PI)ICIro vol 70, no. 
3, pp. 423-433. 1985. 
[IIJ C.c. -. "Ilmployoe.' orpaiDllonai co_ challeJI&es: A 
botel industr)' penpeetlve,. M_, D)lramlCl In lIN Know Eco. voL I, 
ItO. 3, PI' 497",19. 2013 . 
119J R.T. Mowday, R.M. s-., and LW. PorIor, "The _ of 
organizatioaal eolDlllitD:lcot. • J Voca /Uhav. vol. 14. DO. 2. pp. 224--247. 
1979. 
120J J.E.MaIhieu, and O.M. z.." ·A review and DlCIHIIIlysii of the 
'-nII, oone1atol, aDd c:cmsoq_ of otJIIIizationai 
commitment,· PI)ICIroBIIII, vol 101, no. 2,pp. 171-194. 1990 
(21J IX. Hutor, F.L SelmtIdI, and T.L H_ "lluJInea.oDj1-lcvel 
rclotionship between omp1oyeo IItiItac:don, omp1oyee _ ...... and 
btl5lnen """"'"*: A meta-oztllysil,· J App PI)ICIro, voL 87, no. 2, pp. 
Z68-279. zooz. 
[Z2J c. Boon, F.O. Be1ICbak, O.N. \len Hartog, and M. PUncnburs, 
"Perceived. human resowce ma:aagemeDt practices: Their effect on 
employcc ab_ and time alIoeation at wotk,. J Pm psych., vol. 
13, tID. I, pp. 21-33. 2014. 
[Z31 E. Snape, and T. Redman,·HRM pnoetices, oJpJllational.iti:o:nsbip 
bebaviour, and podb_: A mu1ti.1cvel anaIysis,. J Maoag. SJwd, 
voL 47, no. 7, pp. 1219.1247,2010 
1241 PM. Blau, l!xcbaDpaDdPowerlnSodalLtre. NewYotk: Wlloy. 1964 
[2SJ A.W. Goul4ner, '\be nolm of IOelprodty: A Pl'limlnaJy ........ n .. 
Amerlcon SocRw, voL 25.pp. 161-171.1960. 
[261 I.R Ogilvie, "The role of human ......". maJII80ment pradiees In 
p...uctiog o!pDlzationai oolDlllitD:lcot.· Group '" Org SJwd. vol. 11, no. 
4, pp. 333. 1986. 
[27J J.P. Meyer, and C. Smith, A. "lIRM paetlecs and organizational 
commitment: Test of a medUtion modeI.. CAnadian J Admin ScI, voL 
17, DO. (4), pp. 319-331. 2000. 
1211 R.T. Mowday, "Ref\ectiolll on tho JIudy and .. iov .... of orpnizational 
commitment," Hum RuMan. Rno. vol. 8, 00. 4, pp. 387-401. 1998. 
IZ91 J.E. De\eJy, and 0.11. Doty, 'Modos of thooriziq In strategie human 
........ _: T.... of tmivenalUtie, _npney, and 
c:onfi&uratlo .. ped'o_ ~. Acad ./Manag,J, vol. 39, no. 
4, pp. 8OZ083S. 1996. 
1301 R.O. Ivcnon, and M. DoeI)', "Turnover _ In tho hospitality 
iodustJy: HIlIfI~'M"".,.J, vol. 7, no. 4,pp. 7\082.1997. 
[311 Y. Goq. and S. CbottL ·1natitmional __ and performanoe 
c:o_ofemploymentlleCUril¥and _ pmetiecs: 
EvIdc_ from tho peop\e'tt IOpUb1lc of Chino,. H ... Rn Manag., voL 
47, no. 1, PI' 33-48. 2008. 
132J S. Kusltwu, z. Kusltwu, L 11lIItI, aDd L Buytnk, "The bu", .. 
dimonJIon: A review of human ................... _ In the 
_ and boIpilallty iItcIrutJ)': Omwll H .. p Ql/orl, vol 51, DO. 2, pp. 
171·214.2010. 
(331 I.p. Meye~ 0.1. Stanley, L. I/onc:ovfIcb, and L. Topolnytlky, 
·A1I"eetlvc,c:o_o,andnormative_ .. thoo~n: 
• DlCIHIIIlysiiof -.detlll, oonoiltot, aDd c:o-.. J V""" 
/khav, voL 61, no. I, PI' 2O-S2. 2002. 
(341 A.W. Chan, F. Toq.qlD4. T. Redman, aDd E. Snape, ·EvaIuatiog the 
multl.dimensional view of employee commitment: a c:ompamivo UK.-
CblncIe study,. Th,I.",.1 Hum~'Manag" voL 17, DO. 11, pp. 1173-l88'I._ ~ 
13S1 c.A. O'ReiDy, aJIII !. CbaIman, ·OJpnizationai c:ommitmoltl and 
psycbolopcal atta<:bmetu: '\be elf_ of oompliance, ldentifieation, and 
1ntcmali2ation on pl'OlOClal bebavlor," J App PI)ICIro, wL 71, no. 3, pp. 
492-499. 1986. 
2960 
• • 
World Academy of Science, Engineering and Technology 
International Journal of Social. Management, Economics and Business Engineering Vol:8 No:10, 2014 
], Allen, and J.P. Meyer, "Organizational socialization tactics: A 
ngilud.inal analySIS of links to newcomers' commitment and role 
ientation," Acad o/Manage}, vol. 33, r.o. 4, pp. 847·858.1990. 
. Elizur, and M. Koslowsky, nYalues and organizational commitment," 
lierJ o/Manpower, vol. 22, no. 7. pp. 539·599, 2000 . 
. 5, Schuler, and S.E. Jackson, "Linr.ng competitive strategies with 
Llmnn resource management practices," The Acad of Manage Exec 
1987-1989}, vol. I, no, 3, pp. 207-219. 1987. 
littmer, P.R., Dimenstions of the HospitaUty Industry. 3rd ed. 2002. 
lew York; John Wiley and ~ons. 
'.-C. Yang. "High-involvement human ~SOUfCC practices, affective 
ommitment. and organizational citizenship behaviors in service 
:tting," The Serv /nd J, vol. 32, no. 8, pp. 1209-1227.2012. 
. Chew, and C.C.A. Chan. "Human re50wce practices, organizational 
omnutment and intention to stay," Inl J Manpowe,., vol. 29, no. 6, pp, 
03-522. 2008. 
-tA. Hemdi, "Investigating hotel employees' orpnizational 
ommitment: The influence of human n:source management practic:es 
iDd perceived organizational support," J of Tourism, Hosp &: Culinary 
1,.ls. vol. I, no. 3, pp. 1-18.2009. 
). Doug, T. Ruth, and S. Lawson, "The role of appmisal, remuneration 
IDd training in improving staff' relations in the Westem Australian 
lCcommodation industry: A compamtive study: J of Europ Ind 
rraining, vol. 25, no. 7, pp. 366 - 373. 2001. 
N.S. Roehl, and S. Swerdlow, "Training and its impact on 
)rganizational commitment among lodging employees," J Hosp &: 
rourism Resea,.ch. vol. 23. no. 2, pp. 176-194. 1999. 
K. Walsh, and M.S. Taylor, "Developing in-bouse careers and n:taining 
manage-ment talent: What hospitality professionals want from their 
jobs," Cornell Hotel and Restaurant Admin Quart vol. 48, no. 2, pp. 
163-182. 2007. 
C.A. Young, and C. C. Lundberg, "Creating a good rust day on the job: 
Allaying newcomers' anxiety with positive messages. The Cornell Hotel 
and Restaurant Admin Quart, vol. 37, 00.6, pp. 5-33. 1996. 
H.Q.Zhang, and E.Wu. "Human resources issues facing the hotel and 
traVel industr)' in China. "1m} oJContemp HospManage, vol. 16, no. 7, 
pp. 424-428. 2004. 
T Simons, and c.A. Enz. "Motivating hotel employees: Beyond the 
carrot and the stick,M Cornell Hotef and Restauront Admin Quart, vol. 
36. no. 1, pp. 20-27.1995. 
R. Ahmad, and N. Scon, "Managing the front office department: 
Slaffing issues in Malaysian hotels," Anatolia: An Int} oJ Touriml and 
Hosp Research, vol. 25, no. 1, pp. 24-38. 2014. 
R. Eisenberger, S. Armeli, B., Rexwinkel., P.O. Lynch, and L. 
Rhoades," Reciprocotion of perceived organizational support, NJ App 
Psycho. vol. 86, no. 1, pp. 42·51. 2001. 
T..Y. Chen. p.-L. Chang, and C.-W. Yeh, "A study of career needs, 
career development programs. job sati~raction and the turnove" 
intentions of R&D personnel," Career Devefop Inl. vol. 9, 00.4, pp. 424-
437.2004. 
lC. McElroy, P.C. Monow, and EJ. Mullen, "lnl1'aorganlzationaJ 
mobility and work related attitudes." J Org Behav, vol 17, no. 4, pp. 
363-374.19%, 
T.B. Kondratuk,P.A., Hausdort', K.Ko18bik. and RM, Rosin, "Linking 
career (Il)bility with corporate loyalty: How does job change n:late to 
organizational commitment?- J Voca Behav. vol. 65.110. 2, pp. 332-349. 
2004. 
I I.A. Davy, A.I. Kinicki, and C,L. Sobeck, "A test of job security's dire<! 
and mediated effects on withclrawal cognitions," J 01'8 Beh, vol. 18, DO. 
4, pp. 323-349.1997. 
I A.S. Tsui, and lB. Wu, "The new employment relationship versus the 
mutual investment appn>aC'h: Implications for human resource 
management." Hum Res Manage, vol. 44, no. 2. pp. llS-121. 2005. 
1 RI. Arnold, and D.C. Feldman. "A multivariate analysis of !be 
detemtinanls of job tuJrover," J App Psycho. vol. 67, no. 3, pp. 350-360. 
1982. 
1 B. SChneider, I.K. Wheeler, and I.F. Cox, "A passion for service: Using 
content analysIs fo' explicalC ~ climate tbemet. !'J App- Psyeho-, vel. 
77, no, 5, pp. 705-716.1992. 
:1 M.G. Aboelmaged, and S.M.E. Subbaugh. "Factors influencing 
perceived productivity of Egyptian teteworkers: An empirical study," 
Measurmg Bus Excellence, vol. 16, 00. 2. pp. 3-22. 2012. 
'1 M.-R. ParzefaU, and V.G. Kuppelwieser, MUnderstanding the 
antecedents, the outcomes and the mediating role of social capital: An 
ltemational Scholarly and Scientific Research & Innovation 
employee per.;pective," Hum Relations, vol. 65, no. 4. 'pp. 447-472. 
2012. 
[60) D.A. Major, V.I. Morganson. and H.M. Bolen, "Predictors of 
occupational and organizational commitment in inf'onnation technology: 
Exploring gender differences ani similarities." J Bus and Psycho, voL 
28, no. 3, pp. 301-314. 2013. 
[61] Ministry of Tourism, Malaysia Accommodation Directory 201012011. 
R.D. Hotel Unit, Editor 2012, Ministry ofTourlsm: Malaysia. p. 1·284. 
(621 I.F. Hair, , C.M. Ringle, IIIlII M. Samed~ PLS·SEM: Indeed a silver 
bulletJ Mark Theory and Practice, voL 18, no. 1, pp. 139-152. 2011. 
(631 W. W. Cbin, The Partial Least Squares Approach for StruclUnIl Equation 
Modeling. Modem methods for business research.Methodology for 
business and management ed. G.A.E. MaIcouUdes, (1998). 1998, United 
States: LaWItDce Erlbaum. 
(641 C. Fom<:U, and D.F. Lan:ker, "Evaluating Structural Equation Models 
with unobservable variables and measurement error," J Marie Research. 
vol. 18,00, I,pp, 39-50,1981. 
(651 I. Cohen. Statistical Power Analysis for !be Behavioral Sciences. 2nd eel 
1988, Hillsdale, NI: Law .. """ ErIbaUIlL 
(661 I, Hell""n. M Svelke, and K.Isaksson, "A two-dimensional approach 
to job insecurity: Consequences for employee attitudes and well-being." 
EuroJ Work and Org Psycho. vot. 8. no. 2, pp. 179-195. 1999. 
(671 D.A Youse!, "Satisfaction with job security as a p .. diotor of 
oJgaJtiz.ational commitment and job perfonnance in a multiculnual 
environment," IntJ Manpowe,., vol. 19, no. 3, pp. 184·194. 1998. 
(68J TA DeCotiis, and 1M. lenkins, "Employee commitment: Money in the 
bank," Co,.nell Hotel and Restaurant Admin Quart, vol. 26, no. 4, pp. 
70-75.1986. 
(691 M_F. Reid, M'w. AUen. CX Riemensclmeider, and D. I, Armstrong, 
"The rQle of menta ring and supeJVisor support for State IT employees' 
affective organizational commitment," Rev aJPub Pe,.sonnel Admin, voL 
28, no. I, pp. 60-78. 2008. 
[701 C.A. Enz, and I.A. Siguaw, "Revisiting the best of the best: Innovations 
in hotel practice. " The Cornell Hotel and Restaurant Admin Quart. vol. 
44, no. (5-6), pp. 115-123.2003. 
[71} O.M. Karatepe, U. Yavas, and E. Babakus, "The effects of customer 
orientation and job resowces on frontline employees' job outcomes, M 
Serv MorkQuart. vol 29. no. I, pp. 61-79. 2007. 
[721 A.D Alonso, and M.A. O'Neill. "Staffing issues among small 
hospitality businesses: A coUege town case," Int J Hasp Manage, vol. 
28, no. 4. pp. 573-578. 2009. 
[73] Y.T. Chew, and S.K. Wong, "Effects of career mentoring experience and 
perceived organizational support on employee conunitment and 
intention to leave: A study among hotel workers in Malaysia," Inl J of 
Manage, vol. 25, no. 4, pp. 692·700. 2008. 
2%1 
~ --' ~ 
